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1.1 	Background of the Study
According to Devries et al, (1981), many organizations and institutions, both Public and Private ones, are faced with various challenges as they endeavour to measure and improve employees’ performance. It is becoming clear that organizations overall performance is highly affected by individual and group performance of its employees. Performance Appraisal system (PAS) is a critical component of the overall human resource management function in the Tanzanian Public Service since the execution of Public Service Reform Programme phase one. It is predicated upon the principle of work planning, setting of agreed performance targets, feedback, reporting and is linked to other human resource management systems and processes including staff development.

According to Fletcher (2004), formal appraisal of employees has existed for centuries. In the 3rd century A.D., emperors of Wei Dynasty in China employed an imperial ratter to rate the performance of official family members. In the early 1800s, Robert of Scotland hang different colours of wood blocks with each colour denoting different grade of behaviour in his cotton mill (white for excellent, yellow for good, blue for indifferent and black for bad). He was especially impressed with the way coloured blocks improved worker behaviour. In 1813, General Lewis Cass submitted to the war department an evaluation of each of his men though it was not clear how he did the evaluation. In the early 20th century, performance appraisal was mainly used in the army and governmental organizations. 
Dessler (2008), states that performance appraisal is any procedure that involves setting work standards, assessing employee`s actual performance relative to standards set, providing feedback with the aim of motivating, eliminating performance deficits and reinforcing exceptional performance. It is a crucial activity of the personnel function and management of the human resources and has roots in three well substantiated psychological principles:-people work, learn and achieve more when they are given adequate feedback as to how they are performing (the feedback being either negative or positive thus reinforcing expected behaviour and performance), having clear attainable goals which should be measurable and quantifiable and involvement in the setting of tasks. Performance appraisal has progressed over the years from the traditional one sided, once a year, top down and largely discredited bureaucratic system owned by the personnel department to the more modern participative approach of performance management.

The process of designing an appraisal system should be all inclusive involving all managers, employees, human resource professionals, internal customers as well as external customers in making decisions about measurement content (what can be measured is work content in such generic dimensions as quality, quantity, timeliness of work either in terms of developing one`s competencies or the achievement of one`s goals based on actual work duties), measurement of the appraisal process (containing three steps: defining the job, appraising performance and giving feedback) and defining the rate, ratter and administrative characteristics (Dessler, 2008). The starting point should be the strategic plan and objectives of the organization as the appraisal system should be consistent with the overall goals of the organization (Bernard, 1998).
1.2 	Statement of the Research Problem
Performance appraisal is one of the tools of performance measurement that has been used in the past but also been reintroduced in a new format and design and implementation within the Immigration Department as part of Public Service Reforms Program. Any appraisal system depends on how employees perceived it for which it is intended among other factors in order for it to be successful. Unconstructive perceptions from these employees may result from the fact that the role of performance management systems including performance appraisal in the public service have not always been precedence apprehensions and hence have not received the attention they deserve. 

According to Maund (2001), ‘‘Appraisal is the analysis of the successes and failures of an employee and the assessment of their suitability for training and promotion in the future and Performance Appraisal was introduced in the early 1970s in an attempt to put formal and systematic framework on what was formerly a casual issue’’. Torrington and Hall (1998) indicated that appraisal can be used to improve current performance, provide feedback, increase motivation, identify training needs, identify potentials, let individuals know what is expected of them, focus on career development, award salary increases, and solve job problems. They further stated that performance appraisals help in a very practical way to manage an organization’s staff effectively.Employees’ appraisal systems should not be static but rather dynamic just like other management practices. In practice, at the Immigration Department, the bureaucratic procedures do not allow for the constant reviewing of the performance appraisal tools so as to conform to organizational changes.  For example, a good number of employees have not viewed their appraisal records, therefore they keep on guessing on their performance. There is continuous need for reviewing and updating the appraisal system to conform to organizational changes resulting from the reforming of public services in the country and the current management practices which has not been the case at the Immigration and indeed the public service. 

The Immigration Department adopted a new performance appraisal system which will allow for greater involvement of appraiser (immediate supervisor) and appraisee (employee) as well as an independent observer chosen by appraise. It is from this background that; this research emerges to assess the role of performance appraisal with regards to effective service delivery at the Immigration Department the case of Headquarter.

1.3 	Objectives of the Study
1.3.1 	General Objective
The objective of the study is to assess the role of performance Appraisal toward effectiveness service delivery at the Immigration Department taking a case study of Immigration Department’s Headquarter in Dar es Salaam.

1.3.2 Specific Objectives
The researcher sought to accomplish the following specific objectives;
(i)	To examine the role of management in complying with agreed rules and standards in achieving effective service delivery in passport, permit and passes within the Department.
(ii)	To evaluate employees and clients’ perception towards performance appraisal system in creating commitment in achieving better service delivery within the Department.
(iii)	 To assess employees’ obligation in putting more effort in achieving the agreed targets and objectives in the formal meeting between them in service delivery.
(iv)	To identify the linkage between performance appraisal in relation to individual and overall institutional objectives in improving effective service delivery.

1.4 	Research Questions
(i)	What is the role of management in complying with agreed rules and standard in achieving effective service delivery in passport, permit and passes?
(ii)	How do the employees and clients perceive performance appraisal system in creating commitment in achieving better service delivery within the Department?
(iii)	 How far are employees’ willing in putting more efforts in achieving the agreed targets and objectives in the formal meeting between them?
(iv)	 What is the linkage between performance appraisal in relation to individual and overall institutional objectives in improving effective service delivery?

1.5 	Significance of the Study
The study will have significance to the researcher herself, Immigration Department as well as to the Public. The findings generated in this study is a useful reference material for other researchers and students of human resource management, public sector and performance appraisal who will find this study a useful guide in carrying out more research in this area. 

Recommendations of this research if worked upon will directly benefit the Department as the findings when implemented will result in the improvement of performance appraisal thus improved performance. The Tanzanian Government will benefit as a result of improved implementation of performance appraisal resulting in improved service delivery and productivity in the public sector. The research findings and recommendations will be useful to the general public whereby they will benefit through improved service delivery due to a better motivated workforce. The study is most important for the partial fulfilment of the requirement of the award of Degree of Master of Human Resource Management of Open University of Tanzania 

1.6 	Scope of the Study
In defining the scope of the research, this study focused on the role of performance appraisal towards effective service delivery at Immigration Department’s Headquarter. This research work will be carried on the specified period of time for data collection, processing, analysis and generation of the required information.

1.7 	Organization of the Study





This chapter comprises the works which were done by other researchers and authors concerned the topic studied. The review covers theoretical, empirical and conceptual framework literature review. In order to understand what others have already contributed to the existing body of knowledge on the performance appraisal in public service, the researcher read various literatures from internet, books, journals, and previous reports of other researchers. Also this chapter provides some important definitions and concepts concerning performance appraisal in the public service.

2.2 	Definitions of Key Terms
2.2.1 	Performance
According to Lubale (2012), performance refers to a situation when an employee accomplishes duties and produces an outcome a specified job or activity or task during a specific time. According to Kumari and Malhotra (2012), performance can be defined as “What is expected to be delivered by an individual or a set of individuals within a timeframe. What is expected to be delivered could be stated in terms of results or efforts, tasks and quality, with specification of conditions under which it is to be delivered”

2.2.2 Performance Appraisal
Performance Appraisal can be defined as a system that involves setting employee standards, looking at employees’ actual job performance, assessing that performance against the standards, giving feedback to the employee on the performance, how to improve it in the future and setting new goals and expectations for another period (Dessler, 2008). According to Lubale (2012), Performance Appraisal (PA) is an on-going process throughout the performance period and it reflects the summation of the year’s performance including: Ongoing performance (performance reporting); Quarterly; Mid-year performance review; and, End of year appraisal. Armstrong (2006) defined Performance Appraisal as the formal assessment and rating of individuals by their managers at, usually, an annual review meeting. While The Chartered Institute of Professional Development (CIPD) have a more comprehensive and in-depth definition which argues that ‘Performance Appraisal is an opportunity for individual employees and those concerned with their performance, typically line managers, to engage in a dialogue about their performance and development, as well as the support required from the manager’ (CIPD, 2013).  Additionally, Performance appraisal is a process and a means of setting goals, measuring and enhancing individual and organizational performance. It also fosters professional and career development on behalf of ordinary staff members. With reference to this study, Performance Appraisal is regarded as a means of determining the acceptability of an individual’s level of performance at work over a given period of time.

2.2.3 Performance Appraisal System
Performance Appraisal System (PAS) is a critical component of overall human resource management function in the public service (Lubale, 2012). He, (Lubale), perpetuated that PAS is founded upon the principle of work planning, setting of agreed performance targets, feedback and reporting. According to Rubin (2011), “performance appraisal systems are a key tool for holding civil servants accountable and should be considered as a key variable of the larger performance management equation.
2.2.4 	Performance Management 
According to Lubale (2012), this is the total system of gathering information on performance, reviewing/evaluating performance against the set standards, providing feedback to the individual employees, Storing information to improve institutional effectiveness. Also, Neely et al (1996) defined Performance management as an ongoing process that involves both managers and the employees in: Identifying the strategic vision, goals and objectives of the organization; Identifying and describing essential job functions and relating them to the mission and goals of the organization; 
Developing realistic and appropriate target standards of performance; Implementing ways of measuring actual, compared with target performance; Communicating constructive performance evaluations; and Planning development opportunities to sustain improve or build on employee work performance.

The performance management process provides an opportunity for the employees and performance manager to discuss development goals and jointly create a plan for achieving those goals. Development plans should contribute to organizational goals and the professional growth of the employees (Carney, 1999). With regards to this study, performance management means a method of implementing performance appraisal techniques and administering any subsequent remedial actions based on the technique being used.

2.2.5 	The Concept of Service Delivery
Van et al (2003). Service delivery is a component of business that defines the interaction between providers and clients where the provider offers a service, whether that be information or a task, and the client either finds value or loses value as a result. Good service delivery provides clients with an increase in value.
Zeithaml, et al. (1996). One of the most common areas of service delivery is through ITIL, also known as an information technology infrastructure library. Throughout the service delivery process of ITIL, service providers work to clearly define the content of services, clearly define the roles and responsibilities of the customers and users, clearly define the roles and responsibilities of the service providers and set service quality expectations as well as availability and timeliness.

Service delivery can be found in many different professions and company structures, such as medical hospitals and IT companies. IT has its own set of standard service delivery practices that are followed by most companies. In these practices, service level management is as important as service level delivery. Service level management provides a framework where services are defined and levels of service support are agreed upon. There are service level agreements and operational level agreements that are created. Additionally, the costs for services are developed. Service level management defines the IT and business roles and establishes clear goals for both roles.

2.2.6 	Passport
Passport means a document issued for the purpose of travelling outside the country. In Tanzania passport is also defined as a document provided or issued to any citizen of Tanzania for the purpose of travelling outside the United Republic of Tanzania. There are four categories of passports as follows; (i) An ordinary passport that is issued to any citizen of United Republic of Tanzania (URT) for the purpose of travelling outside the URT.(ii) Service Passport is issued to any citizen of URT who is in the Public service. (iii) Diplomatic Passport is issued to any citizen of URT who is entitled a such passport as specified by Tanzania passport and travelling passport Act of 2002. (iv) EastAfrica Passport which is issued to Citizen of URT who intends to travel within the East Africa Community partner states. (Tanzania Passports and Travel document Act of 2002 and its regulations of 2004).

2.2.7 	Permit
Permit is a document granted to a foreigner person other than prohibited immigrant who intends to enter or remain Tanzania and engaged in investments or employments in different sectors such as business, minerals, agriculture, animal husbandry, studies or any other sufficient reasons that allow obtaining permit such as retired person, married person. Any foreigner intending to reside in the URT for investment business, employment or any other legal activity may be issued with a resident permit. There are three categories of permits such as resident permit Class A for prospective investors. Class B issued for foreigner other than prohibited immigrant who has obtained specific employment in Tanzania and the Principal Commissioner of Immigration services (subject to recommendation by Director of employment is satisfied that he possess qualifications or skills necessary for that employment and his employment will be of benefits to Tanzania. 

Class C permit may be issued to foreigners intending to enter and reside in Tanzania for purposes other than those specified for grants of resident permits class A and B. These include students, researchers, volunteers, persons attending cases in the Court of Law, person who has formerly been residents and are about to leave the country (i.e winding up affairs) and person attending medical treatment in hospitals (Immigration Act no.7 of 2005 and its regulations of 1997).
2.2.8 	Passes
According to Immigration Act no. 7 of 1995, pass means valid pass issued or deemed to have been issued under the provisions of any regulations made under these Act. Passes these are different documents provided by Immigration Department for foreigners such as visa or exemption. Holiday visa can be provided for foreigners who are visiting the United Republic of Tanzania for holiday purposes. There are five categories of Visas such ordinary visa, transit visa, multiple entry visas, gratis visa and referral visa. Ordinary visa is granted to foreigner other than prohibited immigrant seeking to enter the URT upon applications for the purpose of visit, holiday, leisure, business, health treatment, studies or any other activity legally recognised by laws of the URT for validity not exceeding three months for single entry only. 
 
Transit visa is granted to a foreigner other then prohibited immigrant intending to pass through the URT to other destinations for a period not acceding fourteen days provided that such persons should have onward tickets, sufficient fund for subsistence while in the URT and entry visa to the country of destinations (where applicable) or any other proof to satisfy that such persons will be allowed entry to that other country. Multiple entry visas, this visa granted to persons who are nationals of countries, which requires visa for URT and who by nature of their business or circumstances require making frequent visit to the URT. Multiple visa may be issued for the period of three, six or twelve months to permit the holder the entre and re-enter subject to the validity of the visa, provided that single satisfy of the holder should not exceed three months. 
Gratis visa, granted to holders of diplomatic or officials/ service passports when travelling on official missions to the URT and is granted free of charge. In some cases gratis visa may be granted to holders of ordinary passports where an exemption has been given by the issuing authority. Referral visa is a visa that is granted to nationals of countries, which require a special clearance and approval from the Principal Commissioner of immigration services, or commissioner of immigration services (Zanzibar) prior to the issuance of visa e.g. Lebanon, Ethiopia and Bangladesh. 

According to Immigration Act No. 7 of 1995 section 34 The Minister may, by order published in the Gazette, exempt from all or any of the provisions of this Act or regulations made under this Act, subject to such exceptions, limitations, conditions and restrictions specified in such or any subsequent order, any person or class or persons. However exemption is documents given to foreigners for government projects. 

2.3 	Theoretical Literature Review
This part will cover different literatures from different authors that deal with performance appraisal in regards to service delivery.

2.3.1  Unique Features of OPRAS 
The features of Open Performance Review and Appraisal System (OPRAS) has been introduced in the public service as part of a wider public sector reforms aimed at improving service provision to the public and ultimately achieve sustained high economic growth and eradication of poverty in the 21st Century. Openness is among the feature of Opras, whereby it allows both employee and employer to discuss and agree on the objectives to be achieved during a certain year. Openness is created in performance planning, agreements, reviewing and appraisal. It also help in reducing or eliminates any subjectivity inherent in the past annual confidential appraisal system, when the old system was used that brought biased and highly subjectivity. Participation as Opras feature that involves an employee in the process of setting objectives, performance targets and the criteria to be used and determining, assessing and recording performance. In Opras, accountability is concerned whereby an individual employee is required to sign an annual performance agreement and be accountable for performance against the setting targets. Accountability is an obligation to demonstrate the work that has been conducted in compliance with agreed rules and standards and being responsible for the result. 

Apart from that is ownership, is whereby there a linkage between individual objectives and the overall institutional objectives in a given period of time. These play a vital part for an employee in understanding own roles and contribution thus creating commitment in achieving institutional goals. Therefore this brings about willingness and more efforts in achieving the set of objectives.  Another feature is agreement between organization and staff, that agreement is based on objectives, targets, performance criteria and the resource needed to perform them. These agreements are made in the formal meeting between an employee and his/her supervisor. The agreement is made during the beginning of the year (calendar or financial of the organization) and the agreement is recorded in the Opras form.

Measurement process is another feature that is dealing with assessing the performance of an employee against a set of agreed targets over a period of time. The process is taken to measure employee against agreed standard of performance and criteria. Feedback is another important feature of Opras, whereby after evaluation of employee work performance, feedback is provided to employee as a means to show fairness and openness. Through feedback employee get an opportunity to understand his/her strength and weakness so as if possible employee may be advised to put much efforts or maintain the current feedback. Communication is also a feature. In Opras communication improves working relationship and communication between the supervisor and the employee. Enables the jobholder to develop full potential and attain maximum job satisfaction. Enables the institution to carry out succession and human resources planning. It helps an employee to know and acknowledge current level of performance. Identifies individual strengths and weaknesses and jointly formulate a strategy for long-term improvement.

2.3.2 	A dynamic Theory of Service Management
In this section, we propose a causal loop theory to capture the major characteristics of service management. The researcher will explain how the structure and the behavior of the articipants can cause the “service jungle”. Each of the hypothesized causal links has evidence from case studies and from the literature. The model integrates the attributes of services like intangibility and inseparability. (Accessed from http://www.systemdynamics.org/conferences/2002/proceed/papers/Gebauer1. pdf (​http:​/​​/​www.systemdynamics.org​/​conferences​/​2002​/​proceed​/​papers​/​Gebauer1. pdf​) on 20th July, 2015).

2.3.3 	Service Performance
According to the dynamic theory of service management, it explains that the first positive feedback loops arise from the ability of firms to invest in differentiation. The theory emphases that for the firms to increase their revenue and sales, they can invest more in activities that improve the attractiveness of their solutions. Most products or services can be differentiated from those of competitors through enhanced features, functionality, reliability, and suitability to the current and latent needs of the customers. We call this product or service quality. That means quality includes the degree of suitability to the current and latent needs, features, functionality and reliability. Referring to the gap model (Parasuraman, Zeithamel, Berry, 1985), we assume that it is not possible for managers to have direct access to the factors defining attractiveness. Zeithamel et al argue that the difference between customer expectations and actual service provided cannot be managed directly but only through other “gaps”, or discrepancies, between expectations and performance that occur in organizations. 

There is always a discrepancy between attractiveness and perceived attractiveness. But nevertheless, the attractiveness has a positive impact on the perceived attractiveness. Higher perceived attractiveness leads to higher market share boosting sales and revenue and enabling companies to invest more money in quality. Other ways to strengthen the differentiation are entirely new products and services. An increasing number of new services and products generate higher market potential leading to more sales enabling even more investments. The extent of these investments increases differentiation in the eyes of customers. The development of investments involves a substantial time delay. But nevertheless, both generate self-reinforcing feedback loops (R1a and R1b). Additionally, companies offering clearly superior (quality and innovation) products or services can often charge a price premium (R2a and R2b). The price premium in case of existing products reduces the attractiveness. As long as charging a price premium does not choke off growth, the higher margins enabled by such a price premium enable the firm to increase its investment in differentiation still further (B1 and R2a).

2.3.4 	Sources of Commitment
The feedback loops described above can boost differentiation. To initiate them, one has to launch improvement activities. The latest experience in the field of Business Process Reengineering and Total Quality Management has shown those freeing employees and focusing on second order improvement to improve process are essential but insufficient (Starcher, 1996). 

A successful improvement of service management requires the enthusiastic commitment of the service worker. Several theorists (Shiba et al., 1993) review two main sources of commitment for improvement activities: managerial push and employee pull. Employee pull arises when service workers come to understand the benefits of improvements and commit themselves to improvement effort. In that case, improvement effort is independent of management attitudes and support. Management attitudes and support refers to efforts to promote improvement effort or mandate participation. According to the “teleological” theory, the management push is influenced by the desired differentiation (van de Ven, A., Pool, M., 1995). The management push often creates temporary excitement, but must be replaced by other sources of motivation like employee pull. 

2.3.5 	The Customer’s Path to Loyalty by Denver Eugene Severt
This is the first empirical research to investigate across service outcomes the effects of interactional, distributive, and procedural justice on overall justice and customer satisfaction and of overall justice on customer satisfaction. The theoretical model of the customer’s path to loyalty adapts previous models of the service profit chain, customer satisfaction with service failure and recovery, and complaint handling relationships. It is a simplified version of the author’s in-work conceptual model. The theoretical model has conceptual and practical value to researchers and service company executives. It considers all possible service encounter types and the heterogeneity of outcomes. It is supported by attribution and equity theories (the underpinnings of customer’s justice judgments) and by behavioral intentions research. A cross-sectional written survey was used to gather data relevant to the eight hypotheses proposed and shown on the measurement model. Sixty percent of the 302 respondents recalled satisfying service encounters and 40% recalled dissatisfying service encounters.

Two service delivery models posited by researchers have been tested and written about frequently. The disconfirmation paradigm of customer service (Oliver, 1980) models the consumer’s process in comparing expectations to a firm’s performance. The paradigm refers to satisfaction judgments as positive disconfirmation and to dissatisfaction judgments as negative disconfirmation. The gap theory model of service quality (Zeithaml, Berry and Parasuraman, 1990) differentiates the gaps between a guest’s expectations and perceptions. Theorists have suggested that extremely fair (just) actions or actions beyond the norm in the presence or absence of service failure create a perception of high levels of customer satisfaction (Berry & Seiders, 1998; Oliver, 1999). Such actions create the pleasant surprise or delight that helps lead to loyalty (Westbrook & Oliver, 1991). Although businesses and academicians have identified service encounter research as important (Fornell, 1992), service literature that guides theory, methodology, and practice for service success is underdeveloped due to the complex nature of people, product, and process interaction during the service encounter. Service encounter research has used experimental design and customer recall methods. Experimental design methods incorporated scenarios analyzed by customers. Recall methods have been based on memorable service encounters as recalled by respondents. Much of the existing theoretical research has not been replicated or extended. In particular, empirical research that builds from the customer’s point of view is needed. 

No study has examined justice as a predictor of customer satisfaction and dissatisfaction across the range of recalled service outcomes, including initial satisfaction and satisfaction as a result of service recovery as well as initial dissatisfaction and double dissatisfaction as a result of failed service recovery. A customer arrives at an overall judgment of the service transaction based on perceptions regarding the people (interactional justice), the product (distributive justice), and the process (procedural justice). In fact, these three interplay to determine a service assessment or a satisfaction judgment based on justice (Blodgett et al., 1993). The present research measures the customer’s judgments regarding justice and satisfaction in the service encounter.

Theorists have suggested that extremely fair (just) actions or actions beyond the norm in the presence or absence of service failure create aperception of high levels of customer satisfaction (Berry & Seiders, 1998; Oliver, 1999). Such actions create the pleasant surprise or delight that helps lead to loyalty (Westbrook & Oliver, 1991). Although businesses and academicians have identified service encounter research as important (Fornell, 1992), service literature that guides theory, methodology, and practice for service success is underdeveloped due to the complex nature of people, product, and process interaction during the service encounter. Service encounter research has used experimental design and customer recall methods. Recall methods have been based on memorable service encounters as recalled by respondents. Much of the existing theoretical research has not been replicated or extended. In particular, empirical research that builds from the customer’s point of view is needed. No study has examined justice as a predictor of customer satisfaction and dissatisfaction across the range of recalled service outcomes, including initial satisfaction and satisfaction as a result of service recovery as well as initial dissatisfaction and double dissatisfaction as a result of failed service recovery. 

A customer arrives at an overall judgment of the service transaction based on perceptions regarding the people (interactional justice), the product (distributive justice), and the process (procedural justice). In fact, these three interplay to determine a service assessment or a satisfaction judgment based on justice (Blodgett et al., 1993). The present research measures the customer’s judgments regarding justice and satisfaction in the service encounter. (Accessed from http://scholar.lib. vt.edu/theses/available/etd-04242002-122146/unrestricted/pathtoloyalty.pdf (​http:​/​​/​scholar.lib. vt.edu​/​theses​/​available​/​etd-04242002-122146​/​unrestricted​/​pathtoloyalty.pdf​) on 20th July, 2015).

2.3.6 	The Implementation of Performance Appraisal
Historically, ‘Performance Appraisal became a widely used management tool in businesses around the 1980’s. Its modern uses had previously been restricted to Army Officers and Senior Management’ (Taylor, 2005). However appraisal has been present throughout history and has advanced significantly over time. Performance Appraisal until to-date still plays a huge part in organisations today. A report carried out by the CIPD in 2009 found that 81.3% of organisations surveyed were carrying out performance appraisal in their organisation as part of their performance management. In recent years, performance appraisals have been used in organisations for numerous reasons, as opposed to the historical method it was used for, making administrative decisions. According to Cleveland, Murphy and Williams (1989) there are four main uses for Performance Appraisal in organisations today. These are Between Individual Comparisons, Within Individuals Comparisons, Systems Maintenance and Documentation.

Between individuals relates to comparison of individuals in terms of performance, within individuals concentrates on identifying and developing individuals strengths and weaknesses. Systems Maintenance can mean using Performance Appraisal as a source to link company procedures and strategy with the performance of employees and the goals that they have achieved and are working toward. Linking Performance Appraisal to the business goals of the company has been seen as an innovative way of focusing employees’ actions to the priorities of the business. 

The purpose of Documentation is the use of performance appraisal to document or justify personnel decisions and ensure they are meeting legal requirements (Cleveland et al, 1989; Wiese and Buckley, 1998). Under the global economic crisis, almost every public and private organization is struggling with a performance challenge, one way or another. Various aspects of performance management have been extensively discussed in the literature. Many researchers and experts assert that sets of guidelines for design of performance management systems would lead to high performance (Kaplan and Norton, 1996, 2006). In fact, the term “performance management” was not utilized until the 1970s (Armstrong and Baron, 2005). Since then, the language of performance has become an almost every-day feature of work in many public sector organizations, in some form or another and the language of performance has been associated with the establishment of standards or indicators to be achieved, and the audit of organizational systems to ensure conformance (Boland and Fowler, 2000). In general, performance management includes activities that ensure that organizational goals are consistently being met in an effective and efficient manner so that it involves shared vision, management style, employee involvement, incentives and rewards, competence framework, team work, education and training, attitudes, and dialogue.

For the individual level, many countries might have some sort of performance appraisal (or performance evaluation) system in the form of performance agreement, typical trait-rating methods, and/or 360-degree feedback as a supplementary evaluation. Individual-level performance assessment could be executed by the personnel authority of each agency and performance of government employees could be evaluated regularly. Based on the result of performance appraisal, incentives cold be provided to government employees. In general, an incentive system is based on the motivation theory and motivation theory is characterized by a diversity of models and theoretical frameworks. There are numerous motivation theories, but two major theories of motivation are content and cognitive process theories of motivation. Contents models of motivation focus on identifying the substantive nature of individual needs, while cognitive process theories attempt to explain how and why people are motivated (Gortner, Mahler, and Nicholson, 1997).
‘Increasingly, companies are relying on their human assets - the knowledge, competence and capabilities of the workforce - as a source of competitive advantage’ (Nolan, 2002). The assessment of employees’ performance is one of the most common practices in almost every organisation, and so performance appraisal is an essential procedure for the better performance of employees and the organisation itself (Karimi, Malik and Hussain, 2011).  Many businesses regularly use performance appraisal scores to determine the distribution of pay, promotions, and other rewards; however, few organisations attempt to evaluate how employee perceptions of performance appraisal fairness impact employee attitudes and performance (Swiercz, Bryan, Eagle, Bizzotto and Renn, 2012).

It is vital that such appraisal systems are effective and for that reason the performance appraisal must be viewed as a tool for developing and motivating staff. The usefulness of performance appraisal as a managerial decision tool depends partly on whether or not the performance appraisal system is able to provide accurate data on employee performance (Poon, 2004). Many agencies around the world utilize the appraisal results as basic data for promotions and/or the performance-related pay. Descriptions of three approaches commonly used are as follows. First, performance agreements (perhaps for higher-level officials) became one of the common elements of the new management as a performance management mechanism applies to the higher-level in government and as a means to promote the implementation of major public policies. It is the individual appraisal system which contracts an agreement between the minister and managers with the performance objectives and measures based on the strategic plan of the agency. Major elements in the performance agreement could include individual performance goals based on overall organizational strategic goals, performance indicators, measurement methods, performance targets, and accomplishment plans. It could promote the new management principle by clarifying differences between what we do and what we achieve. It also enhances objectivity and fairness of performance appraisal through the necessary processes (mid-year review and monitoring, performance record keeping and interview, and final review). Nevertheless, its effectiveness depends on higher-level officials’ willingness to ensure that performance targets are specified in concrete terms and to appraise achievements fairly in terms of the targets.

Second, typical performance appraisal is a common evaluation mechanism of employee performance in the both public and private sectors. The approaches can be grouped as trait-, behaviour-, and results-based systems. The main objective of performance appraisal is to measure each employee’s annual performance and give feedback to the employee to improve subsequent performance. The performance appraisal is at the heart of the whole performance management system. Typical performance appraisal system based on check list or rating scale could be based on two major areas: (i) job performance in terms of timeliness, completeness, job difficulties, etc.; and (ii) job-fulfilling abilities or traits (core competency) in terms of planning, communication, cooperation, innovation, customer-orientation, etc. Performance appraisal should be the most important part of promotion to reflect the significance of employee   in government. Appraisal could allow each ministry to decide the elements and scores by considering the case details. Third, 360-degree feedback (multi-ratter evaluation) supports the use of multiple ratters as an effective method of assessing performance both for developmental and appraisal purposes. New 360-degree feedback could be used not only for promotions, but also to determine pay step increases, performance-related pay, training, position assignments, and other personnel practices. The 360-degree feedback program requires managers, subordinates and peers to participate in evaluating one another on work related items such as performance, attitude, and leadership (Kim, 2003).

However, in designing a performance appraisal system attention must be given to a number of aspects that impact on how effectively the system actually measures employee contributions in a work setting (Buford and Lindner, 2002). These include reliability and validity, what is to be measured (criteria), sources of appraisal information, timing of appraisals, and control of ratter errors (recency, first impression, halo, central tendency, ratter patterns, similar-to-me effect, contrast effect, stereotyping, etc.). Therefore, designing an appraisal system requires not only establishing policies and procedures but also obtaining the support of the entire workforce and its unions. Top officials must publicly commit to the program by devoting sufficient resources to it and by modeling appropriate behavior, and managers need to be convinced that the system is relevant and operational (Berman et al, 2006).

2.3.7 	The Employees’ Perception on the Performance Appraisal System
‘The success of any HR intervention in organisation is heavily dependent on employees’ perception of that intervention’ (Rahman and Shah, 2012). For performance appraisal to be effective and useful, it is vital that those taking part, the appraiser and the appraisee, are both benefiting from it and find the procedure a productive tool, as without this, it would be impossible for the system to work. Employees' thoughts of performance appraisal systems could be as important to the continuing success of the system as reliability and validity (Dipboye and Pontbriand, 1981). Employee perceptions of the fairness of their performance appraisals are useful in determining the success of performance appraisal systems (Erdogan, Kraimer and Liden, 2001). A vast amount of literature looks at whether performance appraisal is successful based on rating accuracy and qualitative aspects of the appraisal, but it is reasonable to suppose that employees’ reactions to the appraisal system could have just as much influence on the success of an appraisal system (Cawley, Keeping and Levy, 1998). An organisation might develop the most precise and sophisticated appraisal system, but if the system is not recognised by the staff, its effectiveness will be limited. Fletcher (2004) listed the three things that employees being appraised looked for in a performance appraisal, these are: perceiving the assessment as accurate and fair, the quality of the existing relationship with the appraiser and the impact of the assessment on their rewards and well-being. 

According to Cawley et al (1998) subordinates reactions to Performance appraisal can be a way of measuring their outlook towards the system. The main reactions that can be assessed are their satisfaction from the appraisal, the utility, whether they felt they were fairly appraised, how motivated they were from the appraisal and the accuracy of the system. 

Boachie-Mensah and Seidu (2012) advises that employees are likely to embrace and contribute meaningfully to the Performance Appraisal scheme if they recognise it as an opportunity for personal development, a chance to be visible and demonstrate skills and abilities and an opportunity to network with others, but if employees perceive Performance Appraisal as an unreasonable effort by management to try to closer supervise and gain control over tasks they carry out, they won’t welcome the scheme as easily. 
“Performance appraisal isn't about the forms. The ultimate purpose of performance appraisal is to allow employees and managers to improve continuously and to remove barriers to job success, in other words, to make everyone better. Forms don't make people better, and are simply a way of recording basic information for later reference. If the focus is getting the forms "done", without thought and effort, the whole process becomes at best a waste of time, and at worst, insulting”(Bacal, 1999).

As previously mentioned Rankin and Kleiner (1988) believed that effective performance appraisals have six key factors. These six factors are: 
(i)	Performance goals must be specifically and clearly defined. 
(ii)	Attention must be paid to identifying, in specific and measurable terms, what constitutes the varying levels of performance. 
(iii)	Performance appraisal programmes should tie personal rewards to organisational performance. 
(iv)	The supervisor and employee should jointly identify ways to improve the employee's performance, and establish a development plan to help the employee achieve their goals. 
(v)	The appraiser should be given feedback regarding his/her effectiveness in the performance appraisal process. 
(vi)	The performance appraisal system, regardless of the methodology employed, must comply with legal requirements (notably, Equal Employment Opportunities guidelines). 

According to Boachie-Mensah and Seidu (2012), Performance appraisals are essential for effective evaluation and management of staff. Since perceptions influence people’s judgement and attitudes towards particular phenomena, it could be expected that the staff of any institution might hold diverse opinions about the performance appraisal system in the institution. In today’s competitive business world, it is understood that organisations can only compete with their rivals by innovating, and organisations can be innovative by managing their human resources well (Boachie-Mensah and Seidu, 2012). The human resource system can become more effective by having a valid and accurate appraisal system used for rating performances of employees (Armstrong, 2003; Bohlander and Snell, 2004). Unfortunately, the number of organisations using an effective performance appraisal system (PAS) is limited (Hennessey and Bernadin, 2003).

Perceptions of employees about the targets, outcomes and uses of performance appraisal (PA) results would be beneficial depending on a number of factors. For example, employees are more likely to be receptive and supportive of a given PA programme if they perceive the process as a useful source of feedback which helps to improve their performance (Mullins, 2007). Employees are likely to embrace and contribute meaningfully to a given PA scheme if they perceive it as an opportunity for promotion, and as an avenue for personal development opportunities, a chance to be visible and demonstrate skills and abilities, and an opportunity to network with others in the organisation (Boachie-Mensah and Seidu, 2012). On the other hand, if employees perceive PA as an unreasonable attempt by management to exercise closer supervision and control over tasks them (employees) perform, various reactions may result. PA will be effective if the appraisal process is clearly explained to, and agreed by the people involved (Anthony et al., 1999). Without adequate explanation or consultation, PA could turn counterproductive. In addition, staff motivation, attitude and behaviour development, communicating and aligning individual and organisational aims, and fostering positive relationships between management and staff are essential for successful appraisal (Armstrong, 2003). Due to difficulty in developing an accurate performance checklist, managers’ subjective opinions are frequently called for. Many organisations use some combination of subjective and objective assessment for actual PA. Yet, there are numerous problems in actual assessment of employee performance (Corbett and Kenny, 2001). The existence of such problems suggests that PAS may be fraught with biases or errors, resulting in compromised evaluations of employees’ accomplishments and capabilities. And the PAS of the institution of study might not be an exception. 

For a PAS to be perceived as fair, it must be free of bias. It is known that appraisal errors can harm perceptions of pay system fairness by confusing the relationship between true performance differences (Miceli et al, 1991). The importance of effective PA in organisations cannot be over emphasised as appraisals help develop individuals, improve organisational performance and feed into business planning. An understanding of the phenomenon, therefore, in every sector of human endeavour is imperative. This recognition has raised interest in studying people’s perceptions of the quality of PA in organisations (educational institutions inclusive).

2.3.8 	The Clients’ Perception on the Performance Appraisal System
In today’s competitive business world, it is implicit that organizations can only compete with their rivals if they are Market-Driven. To be a market driven organization, an organization should be innovative, customer focus, competitor intelligence and most important involvement and support of the entire organization. Effective human resource management helps organization to achieve its targets within a given time. The human resource system can be more efficient by having a valid and accurate appraisal system used for rating employee’s performances. Unfortunately, there are very few organizations that use effective performance appraisal system. Conventionally, performance appraisal is conducted by direct supervisors because they are in the best position to monitor and assess their subordinates (Kondrasuk, Riley, and Hua, 1999; Daley, 2002; Kondrasuk, 2012). This method is widely used and estimated to occur in almost ninety percent of the cases (Daley, 2002). Performance appraisal is on one hand seen as a management system tool in establishing power and authority and on the other hand as a strategy to strengthen employee-supervisor relationship through good communication and knowledge sharing. In addition to the aforementioned method, Daley (2002) noted that an organization can employ the use of agency insiders (e.g., self-appraisal, peer review, subordinate appraisal, and multi raters) or the employment of outsiders (e.g., personnel staff, consultants, assessment centres, customers and clients).

When designing a system of appraisal, the issue of who will perform the evaluation is a key concern (Bayo-Moriones, et al., 2011). This person is frequently an employee’s immediate superior (Murphy and Cleveland, 1995), but a manager at a higher level may carry out this task as well. In organisations with a formal HRM framework, evaluation could be carried out by a person from the human resource management department (HRM department). In some contexts, subordinates, peers or even customers provide useful information on certain aspects of worker performance: subordinates are in a good position to observe leadership abilities; peers may be able to evaluate interpersonal relationships; and customers can assess the quality of service.
Outsourcing of the appraisal process or participation of outsiders whereby experts are brought in to evaluate employee performance is an infrequent approach. Employees are evaluated based on their traits and characteristics which is basically a job analysis approach that can possibly lead to litigations (Mohrman, Resnick-West, and Lawler 1989; Daley, 2002; Condrey, 2012). In addition, clients or customers can also be incorporated in the appraisal process because they are the receivers of service hence they can provide adequate information about employee performance and relationship. This approach is more familiar in public organizations and can depict transparency and accountability.

In 1996, Taylor pointed out that it is essential that customers are involved in the definition of indicators, yet this involvement is still a rarity today. Van de Walle (2008) eloquently discusses the dilemmas of defining indicators in the public sector and concludes that the problems are not technical, but conceptual (what is the role of the public sector and what good performance is) although he acknowledges that there are still problems with data quality. 

Macpherson (2001) uses time to split indicators into lagging indicators (which report results after the event) and leading indicators (which are used to predict a future event; for example, employee satisfaction can be used to foretell customer satisfaction). Chang (2006) states that the key to successful performance management is: ensuring congruence between all operational elements, encompassing employees at all levels in all departments, requiring total management commitment to teamwork, and information systems integrate with those of the customers and the suppliers. According to United States Office of Personnel Management (USOPM, 1999), Performance Appraisal programs can be used as tools to support agency initiatives, such as focusing on results, improving customer service, and developing teamwork. These initiatives often require a change in organizational culture and employee attitudes to be successful. Determining that there have been desired attitude and behaviour changes may be an indication that the appraisal program has had some effect. But again, it would be difficult to attribute attitude changes solely to the appraisal program.

2.3.9 	Good practice of Performance Appraisal

There is now a wide body of knowledge about how to introduce and conduct PA processes. This points the importance of not just regarding PA as a tool for merit based reward systems, but also as a way of motivating staff in all aspects of their working lives and gaining insights via employee feedback for the general benefit of the company. Appraisals show employees that their company cares about their problems, aspirations and views. Done well, appraisals boost employees’ confidence and help them focus on their individual and shared objectives. Companies seeking to gain the most from PA should therefore do so by:

Ensuring that the appraisal system is approved by all the key players’ management, trade union representatives, works council members and any relevant external bodies. This is made purposely to create ownership of the appraisal target and employees voice. Removing details such as an individual’s gender, age and date of birth from all documentation. Training all managers and supervisors in how to conduct appraisals. This is an important part of performance appraisal as it brings consistency during implementation stage. Giving the employee sufficient feedback on a regular basis so that any negative points raised in the appraisal do not come as a total surprise. Feedback provided on time, makes employee be aware with any kind of changes that takes place in the organization. Asking the employee to complete a self-assessment questionnaire prior to the appraisal meeting take on. Being attentive to employee and listening them as well as giving them a chance to share their views. Consider performance criteria in appropriate way, these mean basing on those factors, individual was informed about their at their outset (their last appraisal, formal memos or through their job descriptions).

Nevertheless, being open and consistency about relative weight placed on each performance criteria. Not giving too much weight on recent event, problems and achievement. Not allowing the appraisal process to be used by managers to vent their own private frustrations with subordinates, for example misunderstanding between managers and subordinates should not be used as appraisal criteria. Also PA should distinguishing between hard (clearly measurable) performance data and soft (subjective, value-based) performance data and interpreting soft data with greater care. Reviewing all performance aspects such as skills, aptitudes, learning abilities, goals, intentions, aspirations, attitudes, behaviours and different actor’s perceptions of knowledge, skills, or behavior. 

Having carefully prepared interview schedules containing the precise wording of potentially sensitive questions and feedback statements. Not being disproportionately positive or negative unless the situation wholly merits the approach. Balancing criticisms with constructive comments and suggestions. Also ensuring that individuals are handled in a fair and consistent manner and that appropriate performance rectification actions such as training, retraining or redeployment are offered in a non-discriminatory way. However, exploring alternative working methods for underperforming employees including teleworking, mentoring and virtual (multiskilled) work teams. For any disability that may affect the employee an ability to perform their work and making any reasonable adjustments to their working environment  including the provision of technical or human aids. Either operating within clear guidelines about how to deal with employees who consistently perform to an inadequate level including procedures to avoid constructive or unfair dismissal. Not confusing the normal appraisal process with disciplinary or dismissal procedures. If formal action is required due to performance problems the employee should be given clear notice of an initial consultation meeting. 

Only where the employee’s conduct has been seriously in error or they refuse to cooperation in any necessary changes should immediate dismissal be considered. Also setting clear goals ahead of the next appraisal and agreeing ways to achieve them. Writing a Performance Appraisal report immediately after the meeting and giving a copy to the employee concerned. And last documenting other key points arising from the appraisal meeting and communicating these to the HR department and line management. Operating an appeals procedure for employees who feel that any part of the appraisal process has been unfair.

2.3.10 	Current Practices and Trends for Performance Appraisal

In many European countries formal performance appraisal (PA) systems remain in their infancy, although there is a widespread use of performance-related bonus arrangements. In Germany only 7% of workers in small firms with less than 5 employees are subject to PA, in contrast with over 50% in firms with more than 2,000 employees. In France and the UK workers on fixed-term contracts are less subject to PA. In France full-time workers are more often appraised than part-timers and in Germany men are more frequently appraised than women.

Performance Appraisal (PA) also varies substantially by industry sector and job type. For example in Germany it is commonly practiced in financial service companies and least common in construction and agriculture. In Eastern European states such as Serbia and Macedonia PA systems are confined to public administration. In Ireland PA is mainly used by multinational companies which normally have a high level of discretion on PA and pay policies. Beside that in Belgian PA is applied to both manual and non-manual workers in the Flanders region, but is highly confined to executive level employees in the French speaking especially in the Walloon region. PA has a beneficial impact on organization performance, taking example of France firms with HRM practices have a higher level of productivity. However, PA is not favoured by most trade unions and it is remained under fire from the CGT union although the moderate CFDT and FO unions are more conciliatory about such approaches(Armstrong and Baron, 2005). 

Furthermore, general self-evaluation methods are less common in Europe that in the USA and few companies use peers or customers as inputs to the appraisal process. PA linked in some way to pay reviews or promotion decisions. In Sweden, has highest incidence of PA in Europe the link is particularly weak. In Rusia Federation remains a reluctant to press too much weight on an individual accountability; therefore employees are evaluated more on team work and company performance than their separate contribution to goals achievement. In Hungary PA is linked to pay determination than training and development. In Romania strong cultural sensitivities to negative feedback severely limit the use of PA as a performance management tool. For instance, 60% of PA meetings are conducted by an employee’s direct manager and only 23% by their departmental manager. Most appraisals are conducted just once a year, especially for those well established in their posts. But they are sometimes conducted on a more especially during an employee’s first year in post, or if they have been performing poorly(Armstrong and Baron, 2005).

PA has along and colorful history being used extensively from early time to ensure that individual and work group were motivated to complete tasks to the required standard and in a timely manner. Today, much of the evidence for the role performance management system originates from Japan and USA. However, research carried between 2004 and 2008 by the Institute of employment studies and the work foundation found that in the UK companies’ focus broadly on aspects of human capital. Improvement significantly increase profit through employee and new technology which depends on employee to create profit in most of the companies.

2.4 	Empirical Literature Review
This part is going through different studies that have been conducted in relation to performance appraisal in regard to service delivery.

2.4.1 	Empirical Literature Review World Wide
Studies show that there are many approaches for evaluating employee behaviour and performance with respect to job tasks and organisational culture. As a result, various applications of PA have left many managers in a state of confusion and frustration with the employee evaluation process (Gurbuz and Dikmenli, 2007). This situation seems to negatively impact the popularity of appraisal systems in many organisations. Most people support the concept and purpose of PA, in spite of their concerns about the process and application of appraisal outcomes by managers (Grote, 1996). The biggest complaint from managers is that they are not given sufficient guidelines to assess people; and the biggest complaint from employees is that the process is not equitable and fair. PA concentrates much in assessing past behaviours of employees, a situation some managers’ exploit to victimize unfavoured employees (Bersin, 2008).

The appraisal process has been categorised into: (i) Establishing job criteria and appraisal standards; (ii) Timing of appraisal; (iii) Selection of appraisers and (iv) Providing feedback (Scullen et al., 2003). Early PA processes were fairly simple, and involved ranking and comparing individuals with other people (Milkovich and Boudreau, 1997). However, these early person-based appraisal systems were fraught with problems. As a result, a transition to job-related performance assessments continues to occur. Thus, PA is being modified from being person-focused to behaviour-oriented, with emphasis on those tasks or behaviours associated with the performance of a particular job (Wellbourne et al., 1998). 

Regarding the purpose of PA, Cleveland et al. (1989) describe four types of uses of performance appraisal: between person, within person, system maintenance and documentation. Between person uses are what have been referred to as administrative purposes, consisting of recognition of individuals’ performance to make decisions regarding salary administration, promotions, retention, termination, layoffs and so forth. Within person uses are those identified in Management by Objectives (MBO), such as feedback on performance strengths and weaknesses to identify training needs and determine assignments and transfers. PA also helps in organizational goals, which are referred to as system maintenance uses.  Finally, documentation purposes are to meet the legal requirements by documenting HR decisions and conducting validation research on the PA tools. Some organisations are attempting to meet all of these goals simultaneously while they continue to use tools that were designed for one type of purpose (Wiese and Buckley, 1998). 

Jawahar and Williams’s (1997) findings suggest that ratings collected for administrative purposes are more lenient than ratings for research or developmental purposes. Although rating scale formats, training and other technical qualities of PA influence the quality of ratings, the quality of PA is also strongly affected by the administrative context in which they are used (Murphy and Cleveland, 1995). Effective managers recognise PAS as a tool for managing, rather than a tool for measuring subordinates. Such managers use PA to motivate, direct and develop subordinates, and to maximise access to important resources in the organisation to improve productivity. Researchers have shown considerable interest in variables related to the individual doing the appraisal (Lefkowitz, 2000; Levy and Williams, 2004; Robbins and DeNisi, 1998). One of the most studied ratter variables is ratter affect (Levy and Williams, 2004). A general definition of affect involves liking or positive regard for one’s subordinate (Lefkowitz, 2000). Forgas and George’s (2001) study suggests that affective states impact on judgements and behaviours and, in particular, affect or mood plays a large role when tasks require a degree of cognitive processing. In PA, ratters in good mood tend to recall more positive information from memory and appraise performance positively (Sinclair, 1988). Affective regard is related to frequently higher appraisal ratings, less inclination to punish subordinates, better supervisor-subordinate relationships, greater halo, and less accuracy (.Lefkowitz, 2000). Antonioni and Park (2001) found that affect was more strongly related to rating leniency in upward and peer ratings than it was in traditional top-down ratings. This effect was stronger when ratters had observational time with their subordinates.

A second broad area related to ratters is the motivation of the ratter. Traditionally, researchers seemed to assume that ratters were motivated to rate accurately, and that the problems with the appraisal process involved cognitive processing errors and complexities (Levy and Williams, 2004). This position has, however, been questioned, leading to attempts to identify and understand other elements of ratters’ motivation and how such motivation affects the appraisal process. The issues involved include individual differences and the rating purpose on rating leniency. Most practitioners report overwhelming leniency on the part of their ratters, and this rating elevation has been found in empirical papers as well as surveys of organisations (Murphy and Cleveland, 1995; Villanova et al., 1993; Bernadin et al., 2000). The role of attribution in the PA process has also attracted recent research attention on how the attribution those ratters make of ratees’ behaviours affect their motivation to rate or their actual rating (Struthers et al., 1998).

Ratters consider ratees’ behaviours and their reputations when drawing attribution inferences and deciding on appropriate rewards (Johnson et al., 2002). This implies that attribution processing is an important element of the rating process, and these attributions, in part, determine ratters’ reactions and ratings. Another aspect of rater motivation has to do with ratter accountability. Klimoski and Inks (1990) posit that ratters distort appraisal ratings more when they are to be held accountable to the ratee for those ratings. They emphasise that accountability can result in distortions of performance ratings. This view is confirmed by other research findings (Mero et al., 2003; Shore and Tashchian, 2002). There have also been calls from practitioners to use accountability as a means of improving the accuracy of appraisal ratings, increasing acceptance of the appraisal system, and making the HR system more efficient (Digh, 1998).

A second major focus of PA research relates to the role of PA in ratee motivation and ratee reactions to PA processes. The research focusing on motivation is generally categorised as being about either (i) the links between performance ratings and rewards or (ii) those elements of the PA process which increase ratees’ motivation, such as participation (Levy and Williams, 2004; Goss, 2001; Campbell et al., 1998). One theme of some recent work is that although merit pay systems sound like a go.
There is very little evidence indicating that they are at all successful (Goss, 2001). In spite of its intuitive appeal and theoretical support, merit pay plans seldom reach their objectives (Campbell et al., 1998). Mani (2002) argues that while pay is an important motivator along with recognition, work enjoyment, and self-motivation, very few organizations actually link the PAS to pay or compensation in any clear, tangible way. Starcher (1996) contends that how well employees perform is much more a function of the situational constraints they experience than their own skills or motivation. But Levy and Williams (1999) argue that these situational constraints are not so important to exclude social or motivational factors that have been quite clearly linked to employee satisfaction and productivity over the years.
Roberts (2003) identified the significance of participation in the PA process as an antecedent of rates’ work motivation. The author suggests that participation is simply essential to any fair and ethical appraisal system. Pettijohn et al, (2001) identify participation and perceptions of fairness as integral to employees’ perceptions of job satisfaction and organisational commitment. They conclude that PAS can be used to actually improve submit that participation, goals, and feedback impact on appraisal acceptance, which affects appraisal satisfaction and eventually employee motivation and productivity. Ratee reactions to PA has been categorised into: (i) reactions to the appraisal process, (ii) reactions to the appraisal structure or format, and (iii) reactions to multi-source appraisal or feedback (Levy and Williams, 2004).

2.4.2 Empirical Literature Review in Africa

There are many challenges which hinder the delivery of public service reforms in Africa (Lienert, 2003). The factors include those relating to human resources like manpower deficiencies and lack of psychological dispositions and shortage of financial and material resources necessary for effective delivery of services. The problems of accountability as well as ethical issues also continue to affect effective delivery of public service. In an effort to mitigate some of these challenges, the Government of Kenya (GOK) has in the past launched several reform programs to improve service delivery. Some of these reform efforts include the Civil Service Reform Program (CSRP) (GOK, 1993) whose aim was to enhance public service efficiency and productivity. The program was designed to contain costs, improve performance in the public sector, and consolidate and sustain the gains made by reform initiatives (Opiyo, 2006). The other reform initiatives included the implementation of Results Based Management that was guided by Economic Recovery Strategy for Wealth and Employment creation (GoK, 2003) whose strategies included developing benchmarks and evaluating the performance of public institutions. In order to enhance the performance of public officers, the government introduced a program where rewards and sanctions were to be used to encourage provision of quality services in the public sector. This paved way for the piloting of the process of in state corporations in 2003 which saw the introduction and implementation of performance appraisals in the entire public sector.

Most firms in Kenya now employ some performance appraisal system (GoK, 2009). The Performance Appraisal System (PAS) was introduced by the GoK to refocus the mind of the public from a culture of inward looking to a culture of businesslike environment, focused on the customer and results in addition to improving service delivery (Obong'o, 2009). 

According to the new PAS, the evaluation of staff performance is supposed to run concurrently with the duration of ministerial performance contracts and the Government Financial year. Targets should meet acceptable quality standards and benchmarks as determined in each category of service delivery; the system should be supported by training of staff, particularly those with managerial and supervisory responsibility; and the process should be regarded as interactive, for mutual agreement between supervisors and appraisers (GOK, 2009). Longenecker and Goff (1992), observed that managers and human resource professionals belief that a PAS is a good tool for human resource management and performance improvement. If well designed and implemented performance appraisal can benefit to both the employees and the organizations (Coens and Jenkins, 2000). According to GOK (2009), the PAS has caused a cultural transformation within the public service from a baseline of extremely poor performance before 2003. The GOK has in the past made some efforts in launching and implementing Public Service Reform initiatives aimed at improving the performance of public servants in service delivery (GOK, 1993; GOK, 2003). However, these reforms have not achieved the envisaged results (AAPAM, 2005; Opiyo, 2006). The introduction of the new PAS (GOK, 2006) is yet another attempt by the Government to manage and improve performance of the Civil Service and Local Authorities by enabling a higher level of staff participation and involvement in planning, delivery and evaluation of work performance. 

Despite the successful roll out of the program, there is evidence of room for improvement in the process (GOK, 2009) and a lack of knowledge on the factors that influence the PAS in the Ministry of State for Provincial Administration and Internal Security, (MoSPA) Nyamira district, Kenya. Specifically, the study on the role of performance appraisal in relation to effective service delivery addresses this gap of information by: establishing how the implementation process of the PAS in the public sector influences the system. To determining how rater and ratee interpersonal relationship in a PAS context influences the system in the public sector; determining how psychometric rater accuracy in a PAS context influences the system in the public sector. Determining how the level of information exchange between the rater and the ratee in a PAS context influences the system in the public sector; and establishing how the attitudes of employees towards the last PAS rating, towards the rater and towards the PAS influence the system in the public sector. 

2.4.3 	Empirical Literature Review in Tanzania

According to Kiwelo (2009) made a study on the company's reward management (performance appraisal) and its effect on enhancing the employee's performance in Tanzania telecommunication   industry a case of Vodacom. The research was only limited to a few selected departments in the company. We know that there is specific department in company in order to maintain the criteria of performance appraisal. Performance appraisal may be defined as a structured formal interaction between the subordinate and supervisor or manager who identifies the strengths and weaknesses as well as skills development. 

Some of the things are vital to the successful establishment of training and staff development within an organization, the commitment of senior management, positive perceptions among staff, and assurance that training and staff development support departmental and company aims. In order for appraisal and training interviews to be perceived as valuable their outcomes must be linked to a planned program of training and staff development .The basic idea of the topic to highlight the performance evaluation of subordinates in the company and its departments. Our main focus of the research is to investigate the effects of performance appraisal in the company. By the help of performance appraisal we want to ensure that the contribution by employees closely fitted to the needs and goals of the company and as well as gives more chance to recognize good performance and address issues.

Previous research in performance appraisal (PA) indicates that variation exists in learning and job motivation from performance appraisal between occupational groups. This research evaluates the potential effect of job motivation, learning and self-assessment through performance appraisals for health personnel.  the  study  was  conducted  in  Dar  es  salaam  city  involving  six  medical  and  health  centers  in  Kinondoni  municipal ( Ndasalo, 2010). This the study focuses on goal-setting, feedback, participation and training in performance appraisals in municipal health services; and job motivation, learning and self-assessment of performance are the dependent factors. Questionnaires were distributed to a representative sample of 600 health personnel from the health service, with a response rate of 62%. Factor analysis and regression analysis were run in SPSS 12.The study suggests that respondents learn from performance appraisal. Nurses experienced some higher job motivation from performance appraisal than auxiliary nurses. All subordinates perceived higher job motivation after performance appraisal than managers. 

Useful feedback, active participation and higher education are fundamental elements of discussion in performance appraisal, as well as the role of increasing employees' job motivation. In this study, nurses' job motivation seems to be more effected by PA, than for auxiliary nurses. Both nurses and auxiliary nurses indicate that there is a learning effect from PA. This study may be of interest to health researchers and managers in municipal health services

According to Kaunga (2012), made a study   on the effects of performance appraisal   on the   employee’s performance   in Tanzania public sectors. Performance Appraisal has been considered as the most significant an indispensable tool for an organization, for an organization, for the information it provides is highly useful in making decisions regarding various personnel aspects such as promotion and merit increases. Performance measures also link information gathering and decision making processes which provide a basis for judging the effectiveness of personnel sub-divisions such as recruiting, selection, training and compensation. Kiando  (2009) who argued that appraisal Policy are committed to supporting every employee to reach their potential and achieve their personal goals, which in turn will assist the organisation to achieve its objectives. The performance appraisal policy supports the performance appraisal scheme. The scheme is a formal process centred on an annual meeting of each employee and their line manager to discuss his/her work. The purpose of the meeting is to review the previous year’s achievements and to set objectives for the following year. These should align individual employees’ goals and objectives with organisational goals and objectives.

Also, Kiamba (2012) in his study   has been   has shown the key principles   of   performance appraisals, which commonly used in the   government sectors. The appraisal process aims to improve the effectiveness of the organisation by contributing to achieving a well-motivated and competent workforce. Appraisal is an ongoing process with an annual formal meeting to review progress. The appraisal discussion is a two way communication exercise to ensure that both the needs of the individual, and of the organisation are being met, and will be met in the next year. 

The appraisal discussion will review the previous year’s achievement, and will set an agreed Personal Development Plan for the coming year for each member of staff. All directly employed employees who have completed their probationary period are required to participate in the appraisal process.  The appraisal process will be used to identify the individual’s development needs and support the objectives of the Training and Development Policy.  All staff will receive appraisal training as an appraise, and where appropriate as an appraiser. The appraisal process will provide management with valuable data to assist succession planning. The appraisal process will be a fair and equitable process in line with our Equality Policy.The study was concentrated on examining the effect of the performance appraisal on an individual as well as on the organizations. The sample size of 100 has been chosen from then the ministry of food and agriculture. The data used for the study is primary data collected through the help of questionnaire filled by the samples. The data was evaluated with the help of statistical tools i.e., descriptive statistics, regression, correlation, residual analysis and chi square test. The findings of the research show that there is a noticeable effect of the performance appraisal on the organization as well as on the Individual. The research shows that performance appraisal plays an important part in an organizational system. 

Performance appraisal helps in evaluating and assessing the employees performance in comparison to standards fixed. It helps in assessing the capabilities of various employees and employees’ contribution towards the organization. It helps in determining the training needs for the employees. From the employee point of view he will get to know that what are his strength and weaknesses and which improvements he have to do. It helps an individual to determine the proper career path. To conclude the researcher said that performance appraisal is an indispensable part that provides very advantages both to the individuals and the organization.





From reviewing the literature, there appears to be no one single best method of Performance Appraisal, although there are certain common elements throughout all effective methods. ‘Effective performance appraisals are commonly associated with clear goals that are attached to specific performance criteria and are well-accepted by both appraiser and appraise’ (Mustapha and Daud). All effective performance appraisals include elements such as linking appraisal to rewards, the supervisor and employee working together to identify goals, performance goals clearly defined, feedback given to the appraiser on their effectiveness and compliance with legal requirements (Rankin and Kleiner, 1988). Basing on the above literatures from different authors, it is clear that a lot has been exposed and explained concerning performance appraisal in Tanzania and in the world in general. But no one has covered the issue of effective performance appraisal in regard to service delivery at Immigration department more especially at headquarter. Therefore, it is from this background; this research emerges to assess the effectiveness of this performance appraisal with regards to service delivery at the Immigration Department at the Headquarters. 











This study analysed three variables that has been used to ascertain the role of performance appraisal in regard to effective service delivery at the Immigration Department taking a case study of Immigration Department’s Headquarter in Dar es Salaam. Figure 2.1 above shows the three types of variables that were obtained from literature review. The model consists of independent variables such as mutual set of targets or goals, employees commitment to organisational goals and following agreed rules and standards. The intermediate variables include management commitment in performance appraisal objectives. The dependent variable includes the effective achievement of organisational targets in service delivery such as passport, permit and visa and accuracy attainment of organisational standards of service delivery.

The conceptual framework utilizes input and output approach. The input component comprises of three dependent interrelated activities that will lead to improving the service delivery. Civil servants performance is difficult to assess due to vague and complex goals which are hard to evaluate. Hence it is necessary for the government agency to set well articulated organizational goals which are realistic and attainable. These goals should be well internalize within the organization through management meetings, meetings of workers’ council, departmental meetings, pamphlets and constant reminder about the mission and vision of the Institution. Subsequently, departmental and team goals should be tied to the pre-defined organizational goals. 

Furthermore, employees’ responsibilities should also be drawn and tied to the overall departmental/units’ deliverables. They should be made to understand their roles and what is expected of them. These defined roles should be discussed between superior and subordinate in order to establish whether employee possess the required personal effectiveness and job skills to deliver the responsibilities. On the other hand, it will aid in establishing clearly defined tasks of each individual and quantifiable targets which can lead to time dependent delivery of assignments. Once responsibilities are agreed upon and resources are allocated for delivery of tasks and bridging skill gaps where necessary, results will be observed by the superior for a period of six months. At the end of this period, appraisal exercise that will lead to observe outcomes will be conducted. This will define and set the output component of this model into effect. As enumerated in the reviewed literatures, lack of training and skills of supervisors on how to appraise subordinates is a key challenge impacting negatively on the credibility of the performance appraisal system. Hence, supervisors should be trained on the appraisal process, how it should be conducted and for whom the system was designed. 

They should be made to understand the logic behind the process and the need for objective measurement to motivate employees, reward hard work, and excellence in service to increase organizational contribution to the sect oral performance. To enhance objectivity in the appraisal rating, measurement criteria should be established based on job description. This criterion should be communicated to the entire staff and also incorporated in the organizational culture. By communicating the established criterion, employees will know what it is actually measured and how their performance will affect the evaluation outcomes.

At the appraisal stage, employees should be given chance to appraise themselves before their superior does. This is to give the superiors an insight into the employees’ perception about his personal development, skills and job delivery. Appraiser evaluation should then be conducted between the supervisor and employee in form of a discussion session. During this session, employee performance and future career plans should be discussed. Where inconsistencies are observed, the two parties should deliberate on the possible causes and remedies of such deficiencies thereby setting an action plan to bridge gaps for future development and training needs. This will also provide room for feedback on areas of improvement and also encourage performance. Conversely, if performance is adjudged to be excellent, reward should be administered to motivate performing staffs and encourage low performers. 




















This chapter presents a brief overview of the research methodology which was used in this study. The chapter begins with study area and research design, which followed by a detailed description of the sample and sampling procedure that was employed in this study and ends up with techniques that was used in data collection and the methods of data analysis. 

3.2 	Research Design
Research design is the detailed blue print used to guide a research study toward its objectives.  Research design is a detailed plan of work to be done to achieve the research objectives. The research design is the arrangement of conditions  and analysis of data in a manner that aims to combine relevant to the research purpose with economy in procedure (Kothari, 2000). These therefore, helped to facilitate the process of undertaking the research process so that it can yield the maximum information with minimum expenditures of effort, time and money. It sets and stipulates modalities and logical sequence on how the research was conducted.  In this study, researcher used a case study design.  A case study is a form of qualitative analysis which is a carefully and complete observation of an individual or situation or institution. Case study is an intensive description and analysis of a single situation comprehensively and analyzing a single situation.  In addition case study places emphasis on a full contextual analysis of fewer events or conditions and their interrelations (Kothari, 1990, Shaughness et al, 2000: Aaker etal, 2002 and Cooper and Schindler, 2003).  The reason behind using case study design is that, the method facilitates intensive study of social unities that is generally not possible if researcher opted to use another method of collecting data. Case study methodology focuses on one single object, it can be organization or customer or individual.  Therefore this design is thought to help researcher to make detailed analysis on a single object which was the Immigration Department at the Headquarter in Dares Salaam. The study deliberately was aimed at being flexible in terms of data collection methods for the purpose of allowing triangulation of data.  This also enabled the study to come up with a sound conclusion as a result of having opinion and data from different sources of information. This was expected to help the researcher to trace the facts in her research study.

3.3 	Area of Study 
The area of study refers to the extent in which the study intends to cover (Kammeyer, et al 1990).  The study was intended to cover the Immigration Department at the Headquarter in Dar-es-Salaam Region because Immigration department is among the public sectors that had experience in conducting performance appraisal and provide services to customers; therefore researcher was expecting that she could get relevant data to this study.  Also the area is accessible to the researcher especially in terms of time and transport. Furthermore the researcher is familiar with the area hence expecting high cooperation from the respondents.

3.4 	Study Population	
Population refers to all those people with characteristics, which the researcher wants to study with context of a particular research problem (Rwegoshora, H.M.M, 2006).  The population of immigration headquarter  was about 375 people, 15 managerial people, 160 employees from different sections such as passport, passport and passes (visa and exemption) and 200 clients who were visiting at immigration headquarter per day for different reasons/services such as passport, permit and passes.

3.5 	The Sampling Size and Sampling Design 
3.5.1 	Sample Size
A sample can be defined as a number of items selected from the universe to constitute a sample.  Furthermore sample design is referred to as a part of the population, which is studied in order to make inference about the whole population.  However a sample can be a number of items that is to be selected from the universe to constitute a sample, (Aaker et al, 2002, Kothari 2003, 2004, Manheim, 1977).  Therefore, the sample size of this study was drawn from 375 population of managerial, staff employees and clients visiting at Immigration headquarter.  The sample size of this study comprised of 117 people which was equal to 31.2 percent of the total population. 

The sample size determined based on the following criteria; the required level of precision in the results, the level of detail in the proposed analysis and the available budget. The sample size included 30 respondents from Passport section, 30 respondents were selected from Permit section and 30 from passes section. 10 respondents were from managerial positions from three sections which were Passport, Permit and Passes (visa and exemptions). The study also included 17 clients as sample from different sections such as passport, permit and passes that was selected to form the sample size.
Table 3.1: Sample Size
  Respondents’ Category	Number of Respondents	Sampling Design	Data Collection tools
Managerial position	10	Purposive sampling	Interview tool
Staff	90	Simple Random sampling	Questionnaire tool
Clients	17	Random Simple sampling	Interview tool
Total	117		
Source:  Data from Immigration Head Quarter	

The sample was selected because the researcher had limited resources, such as financial and time resources to study the whole population which was 375 people of Immigration department including clients.  Also by dealing with small number of persons the researcher expected high degree of accuracy because it could be easy to administer small sample; hence the sample was expected to provide detailed information to be representative of the whole population or universe of Immigration headquarter.

3.5.2 	Sampling Design
Sampling is all about techniques and procedures a researcher uses to sample the respondents, place or things to the study from the population.  Research conclusions and generalization will be only as good depending on a sample they will be based on, (http/Faculty.nc.wc.edu/to Connor). After a researcher obtained a population of Immigration, two types of sampling techniques were used i. e. probability sampling which included simple random sampling and non-probability sampling i. e also purposive sampling was employed.

3.5.2.1 Simple Random Sampling
Simple random sampling is the most basic form of probability sampling. With simple random sampling, each unit of population has an equal probability of inclusion in the sample (Alan et al; 2003).  This involved random selection of specific representative respondents from the list of employees from each department.  Here every employee in the section available had an equal chance of being included in the study.  This method was selected because it was expected to help the researcher to reduce biases and prejudices and other necessary elements of subjectivity, hence the findings to be accepted as representative to the whole Immigration in Tanzania.

In this case, the researcher selected 90 staff respondents from section of passes, permit and passport section and in every section 30 respondents were selected randomly as employee had an equal chance of being included in the sample list. The procedure also selected 17 respondents from client categories as they were obtained when they visited immigration to get different services available. Simple random sampling was selected because it was less time consuming and easy to perform.  

3.5.2.2 Purposive Sampling 
Instead of obtaining information from those who are most readily or conveniently available, it might sometimes become necessary to obtain information from specific target group the sampling is confined to specific type of people who can provide the desired information, either because they are the only ones who have it or confirm to some criteria set by the researcher.  This type of sampling design is called purposive sampling (Sekaran, 2003). In this part researcher dealt with three sections namely; permit, passport and passes (visa and exemption). Therefore in this method researcher purposely choose 10 respondents from managerial positions, whereby 3 respondents were from Permit section, 3 from passport section, 3 from passes section and 1 Director of passport who is the overall in charge of all the three sections such as passport, permit and passes. In those sections the researcher choose the following respondents from managerial positions from passport section; 1 Counter in charge, 1Passport officer, 1 passport controller officer. From permit section the following were selected; 1 permit counter in charge, 1 residential permit officer I, 1 residential permit officer II.  

And from pass section the following were selected; 1Pass counter in charge, 1 pass officer and 1 pass controller officer and 1 Director of passport and permit. All these comply with managerial positions that in the judgments of the researcher, about some appropriate characteristics required of the sample were relevant to this study and easily available to the researcher. This is because researcher expected to gain more information from this sample as they were in a position to respond on the issue under study, hence to represent the universe.

3.6 	Data Collection Methods
There are several data collection methods, such as, Primary data and Secondary data and each has its own advantages and disadvantages (Sekaran, 2003).
 
3.6.1 	Secondary Data
These are sources data, which have been collected and completed for another source.  The Secondary source consists of statistical statements and reports whose data were used by researchers for their studies for example, articles, books, journals, Census reports, annual reports and financial statement of companies, statistical statements, reports of Government departments, annual reports on current and Finance Published by the Government, statistical statement to cooperatives and regional rules bank published etc.  The secondary source consists of not only published records and reports but also unpublished records (Krishnaswami, 2002).  These are useful for the researcher in understanding various issues related to the study

3.6.2 	Primary Data	
Primary data are collected a fresh and for the first time, and they happen to be original in character Kothari, (1990) argues that a primary source of data provided from the words of witness or first record of an event.  In this study primary data were those collected from Immigration.  The primary data were collected through various instruments as self-administered questionnaires, in-depth interview and case study survey.

3.7 	Data Collection Tools
The study used different tools in data collection. Among of them were case study, self administered questionnaires and interview method as follows;

3.7.1 	Case Study Survey 
With this instrument, the researcher visited the field of study that was Immigration in and make contact with various people or sample to this study because the area of study was reasonable to allow the researcher to make survey to various people necessary for the study and collect detailed information.

3.7.2 	Self – Administered Questionnaires
Questionnaires are set of questions that are used to collect data from respondents. Through this method the researcher distributed questionnaires to the respondents and collect data based on the answers given by respondents.  This method was chosen because of the nature of the study as it helped the researcher to collect data from respondents within short time.

Questionnaires were self-administered and were distributed randomly to selected respondents in the population. Questionnaires were closed and self administered questionnaire.  This technique was used to study 90 staff respondents that were selected randomly from passport, permit and passes. This technique was selected because it does not exert pressure on respondents hence respondents were free from researcher’s influence to enter her subjectivity.  Generally due to unavoidable circumstances to respondents like lack of sufficient time to fill in questionnaires, carelessness and low return rate, a total number of 73 questionnaires were returned and processed for this study.

3.7.3 	Interview Method
Interview is oral administration of questionnaires or interview schedule. It is a face-to-face encounter consisting of dialogue or verbal responses between two or more persons, Krishnaswami (2002).  The interview method was used to collect data from the 27 respondents as follows; 10 managerial cadres that they were available at immigration department and 17 clients that were visiting at the immigration to get different services provided there. This method was applied because the researcher was expected to get in-depth information necessary for the subject under study that was not possible to be obtained through other methods like questionnaires and case study surveying. Additionally this instrument allowed the researcher to clarify difficult questions or to restructure the interview guide and study abstract factors like attitudes, reactions and emotions.  However, this tool had the following advantages; first is high rate of response as compared to the questionnaire method. This is because the interviewer and interviewee have direct contact.  Second, researcher could control the environment and made sure that all questions are answered. 

3.8 	Data Reliability and Validity

3.8.1 	Data Reliability 
Reliability is a concept that is concerned with the accuracy of the actual measuring instrument or procedure (Howard et al., 2005). In order to ensure that only data related to research questions and objectives are captured, the research questions are framed in a way that address the objectives and not otherwise. Reliability was ensured to measure constantly adherence to research principles and that works in general that is the same way each time by collecting data directly from the top officers of Immigration and clients who are included in the sample. However, before data collection, the questionnaires were pre-tested in order to determine and correct errors so far observed. In addition, difficult or non-responsive questions were written off. 

3.8.2 	Data Validity
Validity is the term given to the degree to which a study is accurately reflects or assess the specific concept that the researcher is attempting to measure (Howard et al, 2005). Valid is concerned with study’s success at measuring (what the researcher set out to measure). E.g. the role of performance appraisal towards effective service delivery in Immigration department. In this study researcher was concerned with both validity and reliability of the data that were obtained both internally and externally. Researcher ensured validity of her data by testing them before going to the final stage, which is data collection. However, the researcher used different tools of data collection like questionnaire and interview to achieve the similar results from respondents. For the purpose of validity, the data that were collected were measure the truth and correctness of information that were collected to ascertain its valid basing on truth and correctness, whereas when using a tool that has validity in it that means its factual and measures the process that one ought to measure.

3.9 	Data Analysis Methods
Rwegoshora (2006; 261) defines data analysis as ordering of data into constituent parts in order to obtain answers to research questions.  Data were collected and analysed in a way that enable to answer the research questions to meet the objective of the study.  In data analysis both qualitatively and quantitatively methods were used.
The researcher used a description of findings to show the relationship between objectives and the result of the study by qualitative analysis involved examining data basing on the attributes shown by the respondents and making discussion with them.  In Quantitative analysis the researcher used percentages, tables and frequency. 

3.10 	Ethical and Moral Considerations


















4.0 DATA ANALYSIS AND PRESENTATIONS OF FINDINGS

4.1 	Introduction
This chapter focuses on findings of data and presentations. This study was conducted at immigration Head Quarter. The study sought to examine the role of performance appraisal towards effective service delivery.  Karlinge (1973) argues that, the analysis of data and information does not by itself provide answers for research questions, thus it is necessary to interpret the data for proper understanding of the findings.

In order to achieve the objectives of the study, a set of questionnaire and interview schedule were used in data collection. Out of 90 distributed questionnaires, due to un avoidable  circumstances  including  lack  of  time  to  fill questionnaires, careless, low return rate  of  some  respondents,  only 73 questionnaires were returned   which  is equal  to 81% , and only  27  respondents  were  interviewed, making  a  total of  100  informants  to  this  study. 

4.2 	Characteristics of the Respondents
4.2.1 	Sex 
4.2.1.2   Sex of Staff from Immigration Head Quarters 
Staff from immigration was asked to indicate their gender.  There  are may  have  no  direct  impact  of  employees   gender  to  this  study. However  it  is  always  argued  that sex  of  employees  may  affect  service  delivery. The analyzed data is  presented  in the  Table  4.1.

Table 4.1: Sex of Staff from Immigration Headquarters
No of  respondents	Responses	Frequency(N)	Percentage (%)





The findings presented in Table 4.1 that out of 73 staff from   the case study 43 (59%) of the respondents were male and 30 respondents, which is equal to 41% were female. This gives an impression that service delivery at the immigration is being attended to both male and female.

4.2.1.3 Sex of Managerial Staff 
Since  the  study   also  included managerial  staff  from the  firm  under  study    for  interview  session therefore,  also  they  were  asked to  indicated  their gender . the findings  are  being  presented  in the Table 4.2.

Table 4.2: Sex of Managerial Staff
No of Respondents 	Responses 	Frequency (N)	Percentage (%)






The analysis reveals that also for the managerial staff, majority of them are male respondents representing 7 (70%) while 3(30%) were female respondents. The Table above summarizes the results of the findings.
4.2.1.4  Sex of Clients 
The gender of the clients was also analyzed so as to check the composition of the respondents based on their gender. This was necessary in order to check if both types of the respondents were give equal chance. The Table 4.3 summarizes the results of the findings.

Table 4.3:  Sex of Clients
No of Respondents 	Responses	Frequency (N)	Percentage (%)





The findings presented in the Table 4.3 shows that 53% of the clients who were included in this study   were male and 47% of them were female. Even though the data analysis shows that males outweighs females but this does not mean that males were more cooperative than females since the distribution pattern of the questionnaire and interview checklist is not given. These results of the findings show that both genders were given chance to express their view as the finding shows above to both groups of respondents.

4.2.2 	Age of Respondents
4.2.2.1 Age of  Immigration staff Respondents
The researcher needed to know the age distribution of respondents to help categorize the employees because the Migration headquarters employs a lot of employees. Table 4.4 summarizes the data obtained on the ages of respondent.
Table 4.4: Age of Immigration Staff
No of Responses 	Age group	Frequency ( N)	Percent (%)
	25-36	12	16





Analyzing the data obtained from the questionnaire, Table 4.4 reveals that respondents between 25- 36 years representing 16 %, while those aged between 36 to 45 formed the majority with 45 respondents each between the ages of representing 62% and those aged above 45 representing 22%. 

4.2.2.2 Age of Managerial   Staff From Immigration Department Headquarters 

Table 4.5: Age of Managerial Staff
No of Respondents 	Age group 	Frequency (N)	Percent (%)






The finding presented  in  Table  4.5 shows  3(30%) of  the   managerial  staff  from the  immigration department were aged  between 25 -36 years  of  age. While  5 of  the  managerial  staff  which  is  equal  to  50%  are  aged  between  36  to 45  years  of  age  and  only 2( 20%)  of  the respondents  are aged   45  years  and  above.
4.2.2.3 Age of Immigration Clients 
As far as part of the respondents was the clients, also the researcher was interested to find out their age groups. Analysis was done and presented in the Table 4.6.

Table 4.6: Age of Immigration Clients
No of respondents 	Age group	Frequency (N)	Percent (%)





The findings summarized in table 4.6 shows that 8 (47%) of the clients   were aged between 25 to 36 years, while 5(29%) of the clients were aged between 36 to 45 years of age and 4, which is equal to, 24% were aged above 45 years of age. These respondents were distributed in this range as it separates youths from adults. So in general the analysis shows that almost all of the respondents attain the age of maturity, majority which gives much confidence on the data obtained.

4.2.3  Education Level of  Staffs  from Immigration 
The staff was also asked to mention their education backgrounds to see their knowledge level.

Table 4.7: Education Level Immigration Staff









The analysis shows that majority of them are degree holders as this constitute 43% of the respondents, 28% of the respondent in this group were diploma holders, 29 % were masters holders as shown in the Table 4.7. Though majority respondents were Bachelor degree holders, but these don’t have any negative impact to affect the study findings.  The question on respondent’s level of education was intended to make sure staffs of different level of education were included in the research study in order to make the findings representative of the whole IHQ.  But also, increasingly good knowledge on performance appraisal process and implementation is also related to the level of education.  It is always assumed that well educated personnel will often contribute positively to performance appraisal process and evaluation, due to education level and experience.

4.2.3.1 Education Level of Managerial Staff
 Also the managerial staff was asked to show the level of education, therefore analysis was made and presented in the Table 4.8. 

Table 4.8: Education of Managerial Staff









The findings being summarized in Table 4.8 shows the education level of managerial staff at immigration head quarters whereas, 3(30%) of the respondents were bachelor holders, 2(20%) diploma holders, 5(50%) of the managerial staff were masters holders.  
4.3 	Findings as Per Study Objectives TC "4.3 Findings as per study objectives" \f C \l "2" 
How performance appraisal attribute toward service delivery at Immigration department at head quarter?  This section analyzes the findings of the study in relation to the research objectives and questions presented in the first chapter of this study. Recall that the study objectives were; the role of management in complying with agreed rules and standards in achieving effective service delivery in passport, permit and passes within immigration department.  

Employees and clients’ perception towards performance appraisal system in creating commitment in achieving better service delivery within the immigration department, employees’ obligation in putting more effort in achieving the agreed targets and objectives in the formal meeting between them in service delivery. The linkage between performance appraisal in relation to individual and overall institutional objectives in improving effective service delivery.

4.3.1	 The Role of Management in Complying with Agreed Rules and Standards in Achieving Effective Service Delivery in Passport, Permit and Passes Within the Immigration Department
One of the objective in this study is to find out that the role of the management in ensuring compliance with roles and standards in achieving effective service delivery, analysis was done by looking on how the management take part insuring service standards are being reached, ensuring the rewards offered for effectively or   infectively service delivery as far as   performance appraisal is concerned. 
4.3.1.1 The Management Taking Part in Setting the Performance Appraisal  System 
In answering the objective above, one of the variables analyzed was the management taking  part  in  preparation of  performance  appraisal policies, as  one of its roles this  was  done  hence  all  of  the ordinary employees  and management staff agreed that  the  department has  performance  appraisal  policies. The question was directed to both ordinary employees and management staff. The analyzed data are presented in the Tables 4.9.

Table 4.9: The Management Taking Part in Setting Performance Appraisal
No of Respondents	Responses	Frequency (N)	Percentage (%)
N= 73 	Do participate 	26	36
	Do not participate 	13	18




The findings in the Table 4.9, are results from staff shows that 26(36%) of the respondents have said the management do take part in setting performance appraisal, hence the management is general machinery body in decision making in any organization, therefore it is one of the management task to ensure objectives are reached. One of the ways to ensure goals are reached is preparing performance appraisals. Also the study shows that 13(18%) of the respondents have pointed that the management do not participate in preparation of performance appraisal. And 34(46%) of the respondents have argued that do not know if the management   do participate or not. The findings give an impression that the management do take part in preparation of setting performance appraisal system at the Immigration department but unfortunately most of staff are not are aware of the management participation.

Table 4.10: Management Participation on Performance Appraisal
No of responses 	Responses 	Frequency (N)	Percentage (%)
N=10	Do participate 	7	70




The data presented in the Table 4.10 shows that 7(70%) of the respondents who were from management staff admitted that they do participate in the preparation of performance appraisal policy. While 30% of the respondents in this group denied their participation in the preparation that the management do participate in the participation of setting performance appraisal.

Table 4.11: Clients Compliance on Performance Standard
No of responses 	Responses 	Frequency (N)	Percentage (%)
N=17	Do comply 	5	29
	Do not comply  	2	12




The table 4.11 shows if clients of immigration do think   the management complies with the performance standards. The findings shows 29% of clients admitted that the management does comply with standard of performance.  While 2(12%) of the respondents   in this group have denied that staff at immigration do not comply with performance standards. And 59% of the respondents do not know if the staff and management do comply with performance standard.  The analyzed data   suggest   that majority of the clients do not   know on the compliance of performance standard by the management. 

4.3.1.2   Availability Performance Appraisal Strategy
In answering  objective  one  on the  role  of management  in complying with the agreed   rules and  standards  of  services  provision  is  ensuring the availability of  performance   appraisal strategies, hence strategy is the basis for an organization to achieve its appraisal objectives in uncertain and competitive environment like competition from private sectors, and non-government organization that are providing services.  Strategy may be defined as “any decision or behavior which, after taking into account the probable or actual actions, policies and strategies of competitors, suppliers and government aimed at achieving organization goals”. For management to operate effectively and successfully it is supposed to select a strategy that is likely to be most effective and help it in attaining its performance goals and create for it an advantageous position in dealing with employees’ socio-economic environment in which they work. Therefore analysis was done and presented in the Table 4.12.  
Table 4.12:  Availability of Appraisal Strategy
No. Respondents	Responses	Frequency (N)	Percentage (%)






Table 4.12 shows findings from staff, 73% of the respondents indicated that are not aware of the availability of performance appraisal system. While 19% of respondents denied that there is no any kind of performance appraisal strategies. And 8% of the respondents have admitted there are performance appraisal strategies at immigration department. Basing on the findings, it is clear that majority of the respondents were those who said they do not know if the PA is available. It was further noted that performance appraisal is prepared for the purpose of assessing employee work performance.

Table 4.13:  Availability of Performance Appraisal Strategy
No. Respondents	Responses	Frequency (N)	Percentage (%)






However data presented in the Table 4.13 from managerial staff shows, 20% of  the respondents are not aware of the availability of the performance  appraisal strategy , other 20% have  declared that that  there  is no performance appraisal  strategies at the institution and 60 % of  the  respondents from managerial staff  have  admitted that  there  is performance appraisal  strategies.
Respondents from managerial position (name withheld) said that, the reason as to why employees claim that there is no performance strategy may be due to the fact that some employees fail to understand the real meaning and application of performance appraisal strategy in the organization. Furthermore, 1 respondent (from head of department name withheld) equal to 1 percent who was consulted through interview said that, the department has performance appraisal strategy but it does not cover the need or the current employees’ demands as it is not clearly  known to all employees and even its application is questionable. 
4.3.1.3 The Role of Management Through Performance Appraisal System in Improving Service Delivery of Provision of  Passport, Permit   and Passes
As far as it has been found that there is the use of performance appraisal at immigration department, therefore the researcher wanted to find out how does the performance appraisal improve the service delivery of provision passport, pass and permits.  The findings shows are presented in the Table 4.14.

Table 4.14:  Service Delivery Improvement Due to PA
No of Respondents 	Responses 	Frequency (N)	Percentage (%)
N=73 	Highly improved service delivery 	12	16





The findings being presented in the Table 4.14 shows that   the service delivery   of passports permits and passes has been highly improved due to the use of performance appraisals at the department this has presented by 16% of the respondents.  While 47% of the respondents who were staff from migration have argued that the services delivery has just been slightly improved. And 40% of the respondents have said that there is no any improvement.  The findings suggest that there have been slight improvement of service delivery of provision of passports, permits, and pass due to the role played by the management through appraisal system. 


Table 4.15: Service Delivery Due PA
No of Respondents 	Responses 	Frequency (N)	Percentage (%)
N=10 	Highly improved service delivery 	2	20





The findings being presented in the Table 4.15 shows that   the service delivery of passports permits and passes has been highly improved due to the use of performance appraisals at immigration department, this has presented by 20% of the respondents who were managerial staff. While 40% of the respondents who were managerial staff from immigration have argued that the services delivery has just been slightly improved. And 40% of the respondents have denied that the there is no any improvement. This implies that there have improvement of service delivery at Immigration department hence  the  time  of   service  delivery  has  been  reduced and  has  been very quick. 

4.3.2 	Employees  Perception Towards Performance Appraisal System in Creating Commitment in Achieving Service Delivery
As far as there is the practice of performance appraisal at the department. The researcher wanted to find out that how do employees perceive the practices. Analysis  was  made  by  first  looking at  how many times   does  the organization  conduct   the performance  appraisal  system. And how do employees perceive it. 

Table:  4.16: The Frequency of Conducting PA
No. of Respondents	Responses	Frequency(N)	Percentage (%)








The findings in the Table 4.16 show that 64% of the respondents have argued that performance appraisals are conducted once a year. While 19% of the respondents have argued that the PA is always conducted twice a year, once in the mid of the year and the other at the end of the year.  Also 9% of the respondents have pointed out that the PA is always undertaken three times a year. And 5% of the respondents have said the PA is conducted after every project, which is being carried out at the department. This gives an impression that PA at immigration department is conducted only once a year.

Table 4.17: Conducting PA
No. of Respondents	Responses	Frequency(N)	Percentage (%)







The Table 4.17 shows that 20% of the managerial staff has said that performance appraisal is always undertaken after every project. Since there are many tasks which are being assigned as special tasks when being undertaken, upon its completion PA is always under take (one of the projects being undertaken is the renewal of Passports and pass).  And 80% admit that the appraisal system is always undertaken once a year. However the findings suggest PA is always undertaken once per year. 

4.3.2.1 Employees Perception on Performance Appraisal System  
As far as the performance appraisal system is being conducted at the department therefore, it was researchers’ concern to find out employees perception on the system. The findings are presented in Table 4.18.

Table 4.18: Employees Perception on PA s
No of Respondents 	Responses 	Frequency(N)	Percentage (%)







As presented in the Table 4.18; 16% of the respondents see PAs at immigration as very good, hence do give them a morale to work effectively and efficiently. 40% of the respondents have argued that the performance appraisal is just good and 19 % of the respondents have said it’s just normal.  And 25% of the respondents have said its good. This implies that the application of PA at immigration department is good hence it monitors and evaluate the overall performance at the department, therefore it positively perceived by the employees.  

4.3.2.2 Clients Perception on the Methods of Service Delivery
Since performance appraisal is all about how service is being delivered, therefore the researcher was concerned to find out how clients see and perceive service delivery from Immigration department. The findings are presented in Table 4.19.

Table 4.19: Clients Perception on Service Delivery





As presented in the Table 4.19 in the shows that 59% of the respondents who were clients in this study, have a positive perception on service delivery at immigration department. The service delivery   is quick, better and clients are being serviced with courtesy from employees. While 41% of the respondents in this group have a negative perception on  service delivery at immigration which means   that  clients are  not  well  satisfied with service delivery  hence   some  of  employees  are  rude. The findings imply that service delivery at Immigration is good and it is well perceived by clients.
4.3.3 	Employees’ Obligation in Putting more Effort in Achieving the Agreed Targets and Objectives in the Formal Meeting Between them in Service Delivery
Since  the  performance appraisal  has been used at immigration  under study, the researcher wanted to find out are there any kind of obligations  which are to be  fulfilled by employees so  as  to meet  targeted objectives . And how far are they fulfilled.  Analysis was done and the results are being presented in the Table 4.20.  
Table 4.20:  Employees Obligations
No of responses 	Responses 	Frequency (N)	Percentage (%)
N=73 	Agree	33	45
	Disagree 	22	30




Table 4.20 show that 45% of employees agree that they have obligations to consolidate their efforts towards the objectives. Have elaborated that the performance appraisals do clearly state their roles to reach in specific period of time. While 22(30%) of the respondents in this group have disagreed that have no any obligations.  25% have said do not know if have any kind of obligation to delegate.  The findings suggest that employees have obligations towards effectives goals achievement at immigration department.

4.3.3.1 The Management Obligation in Meeting Immigration Goals 
Also the researcher was looking on the management obligations in ensuring the   goals and objectives are met at immigration, Analysis was made and presented in the Table 4.21.
Table 4.21: The Management Obligation
No of Responses 	Responses 	Frequency (N)	Percentage (%)
N=10 	Better process 	3	30
	Availability of human  resources 	4	40
	Availability of financial resources 	3	30
	Total 	10	100
Source: Field Data
The findings shown in Table 4.21 on the management obligation is ensuring   the whole process of setting the appraisals are well and effective. This was argued by 30% of the respondents. While 40% of the respondents have argued that the management ensures there is available human resource, the management ensures that. And   30% of the respondents have pointed out the management ensures that financial resources is available. This implies that the management is the administrative machinery body that has to ensure all of operations are well set. 

4.3.4 	The Linkage Between Performance Appraisal in Relation and Overall Institutional Objectives 
As far as the   study was carried out to  find  out  the  role  of  PA  towards  effective  service  deliver.  One of the variables analyzed was the linkage between PA and institutional objectives as far as the immigration department success is concerned. The analysis was done and presented in Table 4.22. 

Table 4.22:  PAs on Overall Performance
No of responses 	Responses 	Frequency (N)	Percentage (%)
N=10 	Increased  job satisfaction 	3	30
	Improved  sense  of loyalty 	4	40




The findings in Table 4.22 shows that there is a direct link between PA s and increased job satisfaction hence more effective performance leads to better   clarification of the job and communication is enhance. While 40% of the respondents have said there is a linkage between PA and improved employee sense of loyalty. And 30% have argued that the performance appraisal has to do with the organizational overall success. This shows PA has to ensure the overall of performance of an organization is well monitored and evaluated.

4.4 	Discussion of the Findings
4.4.1 	The Existence of Performance Appraisal Policy 
Since the study was  carried  out to  find  out  the   role  of  performance  appraisal   towards  effective  service  delivery.   Therefore it was researcher’s concern to find out if there is performance appraisal policy in the department.  The findings shows that the respondents have argued that there is the performance appraisal policy at the department, hence the policy clearly stipulate that there should be constant checks and balance on the employees performance so as to ensure the department’s objectives are effectively reached.  

While the findings show that the respondents have argued that   there is performance   appraisal policy at immigration department.  As  per  Kiando  (2009) who argued that appraisal Policy are committed to supporting every employee to reach their potential and achieve their personal goals, which in turn will assist the organisation to achieve its objectives. The performance appraisal policy supports the performance appraisal scheme. The scheme is a formal process centred on an annual meeting of each employee and their line manager to discuss his/her work. The purpose of the meeting is to review the previous year’s achievements and to set objectives for the following year. These should align individual employees’ goals and objectives with organisational goals and objectives. While Kiamba (2012) in his study   has been   has shown the key principles   of   performance appraisals which commonly used in    the   government sectors. The appraisal process aims to improve the effectiveness of the organisation by contributing to achieving a well motivated and competent workforce. Appraisal is an ongoing process with an annual formal meeting to review progress. The appraisal discussion is a two way communication exercise to ensure that both the needs of the individual, and of the organisation are being met, and will be met in the next year. 

The appraisal discussion will review the previous year’s achievement, and will set an agreed Personal Development Plan for the coming year for each member of staff. All directly employed employees who have completed their probationary period are required to participate in the appraisal process.  The appraisal process will be used to identify the individual’s development needs and support the objectives of the Training and Development Policy.  All staff will receive appraisal training as an appraise, and where appropriate as an appraiser. The appraisal process will provide management with valuable data to assist succession planning. The appraisal process will be a fair and equitable process in line with our Equality Policy.

4.4.2 	The  Role  of   Management   in  Complying  with Agreed  Roles and  Standards   
One of the objective in this study is to find out that the role of the management in ensuring compliance with roles and standards in achieving effective service delivery, analysis was done by looking on how the management take part ensuring service standards are being reached, the rewards offered for effectively or infectively service delivery as far as performance appraisal is concerned. The respondents have said the management do take part setting performance appraisal, hence the management is general machinery body in decision making or any organization, therefore it one of the management task to ensure objectives are reached. One of the ways to ensure goals are reached is preparing performance. As per Mashashinga (2012) argues that one of the most important things you can do to ensure the success of your employee performance appraisal is to actively prepare for it. Whether your company includes a self-evaluation step in their process or not, you don't have to play a passive role where you are merely the recipient of feedback and direction from your manager. By properly preparing for your appraisal meeting with your manager, you can ensure your manager has a broader picture of your performance and career goals, foster dialogue, and take charge of your career progression. Here are some tips to help you prepare for your performance appraisal.

4.4.3 	The Role of Performance Appraisal to Improve Service Delivery 
The findings being presented shows that   the service delivery   of passports, permits   and passes has been highly improved by 45% compared to the previous days, this was due to the use of performance appraisals   at the organization.  This reflects to the arguments presented by Koshan (2009) that performance appraisals benefit the company as well as individual employees. They increase rapport between management and employees, increase job satisfaction and improve employees’ sense of loyalty toward the company. Performance appraisals assist the employee in seeing how her role in the organization contributes to the company’s overall success, thus increasing employee morale. All of these lead to higher productivity among employees, which improves organizational productivity. The best performance appraisals create a link between individual employee expectations and how the employee’s work contributes to the larger organization’s success. They clarify expectations that the supervisor has for the employee and help the employee prioritize his duties. Ideally, performance appraisals open the lines of communication between supervisors and employee. If well designed and implemented performance appraisal can benefit to both the employees and the organizations (Coens and Jenkins, 2000). According to GOK (2009), the PAS has caused a cultural transformation within the public service from a baseline of extremely poor performance before 2003. The GOK has in the past made some efforts in launching and implementing Public Service Reform initiatives aimed at improving the performance of public servants in service delivery (GOK, 1993; GOK, 2003).

4.4.4 	Employees Perception towards Performance Appraisal System 
As far as there is the practice of performance appraisal at the department. The researcher wanted to find out that how do employees and clients perceive the practices. Analysis was made by first looking at how several does the organization, conduct   the performance appraisal system. And how do employees perceive it. The findings show that performance appraisals are conducted once a year.

According to Simbia (2013) Performance appraisals (PAs) are conducted at least annually, and annual employee performance reviews appear to be the standard in most American organizations. However, "it has been acknowledged that appraisals conducted more frequently (more than once a year) may have positive implications for both the organization and employee." It is suggested that regular performance feedback provided to employees may quell any unexpected and/or surprising feedback to year-end discussions. In a recent research study concerning the timeliness of PAs, "one of the respondents even suggested that the performance review should be done formally and more frequently, perhaps once a month, and recorded twice a year." According to the new PAS, the evaluation of staff performance is supposed to run concurrently with the duration of ministerial performance contracts and the Government Financial year. Targets should meet acceptable quality standards and benchmarks as determined in each category of service delivery; the system should be supported by training of staff, particularly those with managerial and supervisory responsibility; and the process should be regarded as interactive, for mutual agreement between supervisors and appraisers (GOK, 2009). Longenecker and Goff (1992), observed that managers and human resource professionals belief that a PAS is a good tool for human resource management and performance improvement.

Other researchers propose that the purpose of PAs and the frequency of their feedback are contingent upon the nature of the job and characteristics of the employee. For example, employees of routine jobs where performance maintenance is the goal would benefit sufficiently from annual PA feedback. On the other hand, employees of more discretionary and non-routine jobs, where goal-setting is appropriate and there is room for development, would benefit from more frequent PA feedback. Non formal performance appraisals may be done more often, to prevent the element of surprise from the formal appraisal.

The findings  show  that  PAs  at  the  organization as  very good ,  hence do  give  them a  morale  to  work  effectively  and efficiently.  Many organizations are faced with various challenges as they endeavor to gauge and improve employee performance. Organizations overall performance is affected by individual and group performance of its employees. Performance Appraisal system (PAS) is a critical component of the overall human resource management function in the Kenyan Public Service. It is predicated upon the principle of work planning, setting of agreed performance targets, feedback, reporting and is linked to other human resource management systems and processes including staff development (Devries et al, 1981). A case study was deemed appropriate as the Department of Immigration was fairly representative of the Ministries in the public service and thus the findings could be applied to the public service. The research methodology was descriptive with a sample of 158 employees drawn from four stratums, namely the heads of departments, immediate supervisors, officers other than heads of departments in each grade and other supervisors and staff.

The study findings revealed that though performance appraisal on paper was built on solid principles, its implementation as relates to the scope of application, highlights of the old performance appraisal system, implementation of the new system, training as a direct result of performance appraisal, advantages and shortcomings of appraisal in the Department including use of the form GP 247, appraisal interviews, feedback process and quality and the relationship between appraisal and performance, motivation, reward and sanction management to a large extent falls short and thus greater sensitization was required to harness its full potential and benefit.

The perception of employees toward the effectiveness of performance appraisal system helps human resources employees and researchers to obtain the benefit expected from performance appraisal system. Therefore, the employees’ perception of the outcomes and detriments of an effective performance appraisal system were investigated in this research. According to the findings of the study, the perceptions of employees toward the performance appraisal system have an effect on their thoughts of their own appraisals. Besides, it was determined that women perceive the performance appraisal system as more effective than men and the employees who work as a manager have a more sensitive perception toward the detriments of performance appraisal systems than who do not. It is thought that, the findings of this research may be beneficial to both the researchers who study performance appraisal and human resources employees to evaluate the effectiveness of performance appraisal systems.

4.4.5 The Linkage Between Performance Appraisal in Relation to Institutional Objectives 
As far as the   study was carried out to  find  out  the  role  of  PA  towards  effective  service  deliver.  One  of  the  variables  analyzed  was  the  linkage between PA  and  institutional objectives  as  far  as the   firm’s success  is  concerned.  It  has  been  found  that   there  is  a  direct link  between  PA s  and  increased  job  satisfaction  hence  more  effective more effective performance  leads  to better   clarification of  the job  and communication is enhance. While  some of the  respondents have  said there is a  linkage   between  PA  and   improved  employee  sense  of loyalty and  that   the  performance  appraisal  has  to  with the  organizational overall  success.

This also, reflects to  Kaunga ( 2012), argued that PA has been considered as the most significant an indispensable tool for an organization, for an organization, for the information it provides is highly useful in making decisions regarding various personnel aspects such as promotion and merit increases. Performance measures also link information gathering and decision making processes which provide a basis for judging the effectiveness of personnel sub-divisions such as recruiting, selection, training and compensation. Evaluations of agencies and programs aid in determining levels of efficiency, effectiveness and appropriateness and facilitate future planning to enhance the ability to meet client needs.  Similarly, appraisals of individuals can also provide such vital information and opportunities for improvement.  Indeed there is an inalienable link between the two.  Dickenson (1991) argues that “to ignore individuals in the review process is to ignore a major input into the achievement of organizational outcomes. It is often said that organisations that perform well are a reflection of the efforts and successes of their staff.  






5.0 SUMMARY, CONCLUSION AND RECOMMENDATIONS

5.1 	Introduction
This chapter dealt with summary, conclusion and recommendations based on the findings and recommendations to different stakeholders to improve performance appraisal for the betterment of employees’ and customer.


5.2 	Summary of the Main Findings
It was revealed that immigration head quarters has performance appraisal policy, though some employees were not aware as whether immigration head quarters has performance appraisal policy or not.  However, it was observed that performance appraisal policy is not applied properly in the organization hence making some employee to feel not much recognized to make them put more effort in the provision of services to the customer. This implies that the nature of performance appraisal policy in immigration head quarters attribute to the feeling of not recognized and valued in the immigration.  This is due to the fact the policy is not properly applied to bring the intended results.

The study information revealed that in immigration department like many public sectors, performance appraisal is conducted once a year more especially at the middle of the year.  The findings show that management do take part setting performance appraisal, hence the management is general machinery body in decision-making or any organization, therefore it one of the management task to ensure objectives are reached. One of the ways to ensure goals are reached is preparing performance.
Also the study has shown that performance appraisals are conducted once a year.  And that the performance appraisal is just good. Also management sets performance appraisal target, standard, rules and the criteria that might be used in evaluating their performance. Apart from that management is also responsible for setting the performance standards done by the planning section, the department incorporate with other sections (involvement of the stakeholders) in order to give them awareness of the issue and to end up with the intended goals. Also the is link between PA s and increased job satisfaction hence more effective more effective performance leads to better clarification of the job and communication is enhance. Also there is a linkage between PA and improved employee sense of loyalty. As well as the performance appraisal has to with the organizational overall success.

Moreover, it was showed that employees perceive performance appraisal system as a fair system and that they were happy as the system act as a feedback for employees work performance and hence make it easier for employees to take measures towards rectifying any shortfall happened during work performance in general. It was revealed that the immigration department does not have a chance to get client involved in setting performance appraisal standards. This was due to the nature of the process of setting performance appraisal standards, which does not allow client engagement. Additionally, clients were responded that, the services offered by the department of immigration are more better if one comparing with previous services whereby at least now days one might expect to get his/her request within a prescribed time.  

5.3 	Implications of the Findings
The study findings imply the following:
The study findings imply that immigration department has performance appraisal policy, though some employees were not aware as whether immigration department has performance appraisal policy or not.  However, it was observed that performance appraisal policy is not applied properly in the organization hence making some employee to feel not much recognised to make them put much effort in the provision of services to the customer. This implies that the nature of performance appraisal policy in the o immigration department attribute to the feeling of not recognised and valued in the immigration department.  This is due to the fact the policy is not properly applied to bring the intended results.

The study findings implied most respondents were not aware on the organisation’s performance appraisal strategy.  This implies that some employees fail to understand the real meaning and application of performance appraisal strategy. Nature of the work organization can also contribute to this situation because employees are not oriented on the strategy of performance appraisal in the organization. 

Also management sets performance appraisal target, standard, rules and the criteria that might be used in evaluating their performance Preparing motivation and rewards for the best performer in the organisation. It was further noted that management also uses performance appraisal reports to make decision for employees’ future use in the organisation. The study implies that majority respondents said that management is setting performance targets in the organisation. On the other side, some few respondents said that, they don’t know” whether management is participating in joint meeting in setting performance targets. The few who were not aware about the participation of management in joint meeting might be the newly recruited employee of those who due to the nature of their work do not participate in joint meeting to set performance targets. The data imply that the department does not full involve employees in the process of setting performance appraisal criteria and therefore making the process not participatorier between management and employees. However, it was showed that employees perceive performance appraisal system as a fair system and that they were happy as the system act as a feedback for employees work performance and hence make it easier for employees to take measures towards rectifying any shortfall happened during work performance in general. However, it was also revealed that in immigration department performance appraisal is taken as an order something, which is contrary to other public institutions as at immigration they receive order from the top management without having any further discussion. This situation seems to be inconsistence as there is no clear procedure of conducting performance appraisal.

Lastly, the study implies that the immigration department does not have such a chance to get client involved in setting performance appraisal standards. This was due to the nature of the process of setting performance appraisal standards, which doesn’t allow client engagement. Additionally, clients were responded that, the services offered by the department of immigration are more better if one comparing with previous services whereby at least now days one might expect to get his/her request within a prescribed time.  But improvements need to be made to increase transparent and openness to the customers.
5.4 	Conclusion
In conclusion:  It has been observed that management is complying with the agreed rules and standards in achieving effective service delivery. However, the available performance appraisal policy is not displayed to all employees to create sufficient understanding. Performance appraisal policy was supposed to be available to every employee during orientation process.

Secondly, the study concluded that employee as well as clients has seen performance appraisal as a tool that is useful to the organization, though still the organization is still facing a serious problem in implementing performance appraisal policy due to lack of awareness. Some of them fail to conceptualize the essence of performance appraisal process. Lack of direct involvement and support of top management especially the issue of sufficient budget to conduct training on performance appraisal for employee, lack of financial support in the process of setting criteria and harmonizing to subordinate. Last is lack of full commitment in conducting performance appraisal process frequently.

Thirdly, the study concluded that employees were willing in putting more effort in achieving the agreed targets and objectives in they have agreed in the formal meeting between them in service delivery immigration department like many public sectors; performance appraisal is conducted once a year more especially at the middle of the year. This practice was seen as not better because does not give employee an opportunity to reveal their weakness and probably to rectify their mistake before the end of the year when sometimes employee might have committed a lot of mistakes that in one way or another can affect the organisation as well as the performance of the organisation work. The study concluded that complying with agreed rules and standards. Management sets performance appraisal targets, standards, rules and criteria that are used in evaluating their performance. Also management is responsible in participating in the process of setting performance standards conducted by planning section and end up with intended goals. Data from the study indicate that management is providing rewards to the best employee and promoting teamwork in services delivery. The organisation has a good linkage between performance appraisal in relation to individual and overall institutional objectives in improving effective service delivery, whereby management is convening employee - management meeting and discussing challenges that employees were facing and providing necessary solutions to those challenges for smooth delivery of services in the organization. 

Departmental employees were not full involved in the process of setting performance appraisal criteria; hence the process became not full participatory between management and employee. However, it was concluded that in immigration department.  Performance appraisal is taken as an order, which is contrary to other public institutions as at immigration they receive order from the top management without having any further discussion.

5.5 	Recommendations
Basing on the findings and conclusion drawn from the study, the following are some of the recommendations proposed to the management and government so as to make sustainable use of performance appraisal exercise and report for the benefit of employees, clients and the organization at large. Firstly, the management of immigration department has to review performance appraisal policy and make sure it is attractive and that every employee is aware about the criteria used for selecting the best performer and the criteria involved. Also the policy should aim at offering equal opportunities to every employee as longer as he/she has performed according to the set and accepted criteria and standards.

Secondly, the administration of Immigration department should convince the Ministry of Home affairs to push the possibility of increasing performance appraisal budget to meet the intended results of providing good services to the society. They should convince the ministry if possible to allow the department use internal sources to boost the budget to meet the intended objective of the department.

5.6 	Limitations of the Study
In the course of executing this study, a number of limitations to arose and interfered with the smooth execution of the study.  The main limitations included lack of funds and time. First, Financial problem was one of the major anticipated limitations because the researcher was a private sponsored student. Second, time limit, for writing the dissertation, visiting various literatures and for data collection was also a limitation because it interfered with other researcher activities and some of the literatures on the subject matter were not easily accessible more especially empirical literature review of performance appraisal in Tanzania.

Third, being a case study, more time was needed in order to study the entire immigration department in details so as to grasp required data. Time provided was not enough due to fact that researcher has also to attend other daily activities as per research requirements and schedule, as well as employment demands. Fourth, some of the information required by research has negative implications to the respective immigration department. Some respondents did not provide support in terms of providing necessary data. Hence researcher explained the importance of doing study in their organization not for destroying the entire organization but to improve execution of organizations’ tasks.  To overcome the above mentioned limitations the following strategies were adopted. First to overcome financial problem, the researcher tried to avoid unnecessary costs and particularly was conscious in all financial matters. Second to overcome time limitation, the study adopted a manageable sample size and strictly followed the plan of action as it was proposed. Furthermore, to tackle such problem, schedule of research activities was prepared, with strictly observation of this timetable in order to accomplish the required research on time.

5.7 	Suggested Areas for further Studies
The researcher suggests that further researcher should be conducted in the following areas. Firstly, further study using the same or different methodology/strategy should be taken in other Ministry and regions to make critical evaluation of the role of performance appraisal in service delivery among public sectors in Tanzania or even the same may be conducted in private sectors using different methodologies. Also there is a need to conduct detail analysis to measure the effects of performance appraisal results in organisation’s training or recruitment programme to the Tanzanian society. Lastly, researcher recommends a similar study to be conducted in another public organisation, so as to investigate the same phenomenon. This will enable researcher to have cooperative analysis, which will lead to formulation of national policies of on best ways to conduct and utilize performance appraisal results for the betterment of Tanzanians.
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Appendix  I: Questionnaire To Employees

Introduction
I, Sophia Jumbe, pursuing the Degree of Master of Human Resource Management of the Open University of Tanzania.  I am conducting a research on The role of performance appraisal toward service delivery at the Immigration Department”, for the partial fulfillment of the award the Degree of Master.  I am kindly requesting your assistance in filling this questionnaire. The information which you will provide will be treated confidentially and will be used for the purposes of this study only. You don’t need to write your name. Thank you in advance for your assistance.
Instruction 
Tick in the bracket provided for your appropriate response and fill your answer in the space   provided.  
Section One:  Personal Particulars
1.  Sex:		   Male         		 (     )      
                		  Female    		 (     )
2.  Age:                 20 - 30   	  	 (     )
                             31 - 40     	 	 (     )
                             41 – 50    		 (     )
                             51—60		 (     )
                   	     61 and above years  (     )
3.  	Marital Status:	Single		 (     )
	 	           Married		 (     )
	      		Other specify please …………………………………………       
4. 	Education level                   
(i)	Secondary school		 (      )
(ii)	Certificate            		 (      )	
(iii)	Diploma                		 (      )
(iv)	Degree                 		 (      )                                                   
(v)	Master Degree    		 (      )
Other specify please ……………………………….……………………………       

Section Two; Specific Information
5. 	Does your organisation have a performance appraisal policy?
(i)	Yes   		  (     )
(ii)	No    		  (     )
(iii)	I don’t know    	  (     )
If it does, briefly explain how it works……………………………………….

6. 	Does the organisation have a performance appraisal strategy?
(i)	Yes 		(     )
(ii)	No			(      )
(iii)	I don’t know        	 (     )
 If it does, briefly explain how does it conducted…………….………………..
7. 	Is the department facing a problem in implementing performance appraisal policy/strategy?
(i)	Yes			 (     )
(ii)	No			 (     )
(iii)	I don’t know	 	 (     )
8.  	If Yes for question 7 above, please mention the problems that your department is facing in implementing performance appraisal policy/strategy?
……………………………………………………………………………………………………………………………………………………………………
9. 	How several does the organization/department conduct performance appraisal system a year?
(i)	Four times a year     (     )
(ii)	Three times a year    (     )
(iii)	Two times a year    (    )
(iv)	Two time a year     (     )
(v)	Once a year           (     )
(vi)	I don’t know           (     )
(vii)	Others, please mention…………………………………………………
10. 	What is the role of management in complying with agreed rules?
…………………………………………………………………………………
………………………………………………………………………………….
11. 	Does management play part in setting performance standards?
(i)	Yes (     )
(ii)	No (     )

12. 	What role does management play in setting performance standards?
……………………………………………………………………………………………………………………………………………………………………
13. 	Does employee participate in joint meeting to setting performance targets?
(i)	Yes		(     )
(ii)	No		(     )
(iii)	I don’t know	(     )

14. 	How does management play part in achieving service delivery?
……………………………………………………………………………………………………………………………………………………………………
15. 	Does organization/department involve employees in the process of setting performance appraisal criteria?
(i)	Yes  		 (     )
(ii)	No   		 (     )
(iii)	I don’t know 	 (     )

16. 	How do you perceive performance appraisal system in your organization?
……………………………………………………………………………………………………………………………………………………………………
17.  	Does performance appraisal help in creating commitment in achieving better service delivery?
(i)	Yes		 (     )
(ii)	No		 (     )
(iii)	I don’t know	 (     )

18. 	How does a performance appraisal result play part in stimulating employees service delivery?
……………………………………………………………………………………………………………………………………………………………………

19. 	How do your clients perceive your services?
(i)	Best 		         (    )
(ii)	Better                          (    )
(iii)	Normal		         (    )
(iv)	Please Mention others…..……………………………………………… 

20. 	Does your client participate in setting performance appraisal standards?
(i)	Yes		 (     )
(ii)	No		 (     )
(iii)	I don’t know	 (     )

21. 	If Yes, to question 20 above, how does client perceive performance appraisal system?
……………………………………………………………………………………………………………………………………………………………………
22. 	How long does your department take to offer services to your client?
(i)	1-4 days  		(     )
(ii)	5-8 days  		(    )
(iii)	9-12 days 		(     )
(iv)	13 days and above 	(     )

23. 	Does management award the best employees obtained from performance appraisal?
(i)	Yes   		(      )
(ii)	No   		(      )
(iii)	I don’t know  	(      )
……………………………………………………………………………………………………………………………………………………………………

24.	To what extent does service delivery improved due to the use performance appraisal? 
(i)	Highly improved  (    )
(ii)	Just improved       (     )
(iii)	Not improved       (     )














Appendix  II: Interview Guide for Immigration Management

1.	Which problems does your department facing in implementing performance appraisal 
2.	How several does the organization/department conduct performance appraisal system a year?
3.	What type of performance appraisal method does your organization/department use and why?
4.	What role does management play in complying with agreed performance standards?
5.	To what extent does service delivery improved due to performance appraisal?
6.	What obligation does management play in achieving agreed targets and objectives?
7.	What are the perceptions of employee’s in relation to the methods used in conducting performance appraisal?
8.	What is the link between performance appraisal and an overall organizational performance.
9.	How does employee get involved in the performance appraisal process more especially in setting performance appraisal criteria?
10.	How long does your department take to offer a passport to your client?
11.	How does management recognize the best employees obtained from performance appraisal?
12.	How the Immigration Department carries out Performance Appraisal?
13.	How do the employees perceive the Performance Appraisal system implemented within the Department?
14.	How do clients perceive the Performance Appraisal system implemented within the Immigration Department?
15.	What is the role institution in implementing performance appraisal system?





















Appendix  III: Interview Guide for Immigration Clients

1.	Which problems do you encounter when visiting immigration to get services?  
2.	How do you evaluate the procedure toward getting your services from Immigration department?
3.	Do you think that management play part in comply with service standards?
4.	Have you ever seen client service charter of immigration?
5.	What are your perceptions in methods used in offering services in immigration?
6.	Have you ever involved in the performance appraisal process more especially in setting performance appraisal criteria?
7.	How long do you take to get a service from immigration department?
8.	How do you perceive the services available from the Immigration Department?











	Mutual organizational goal/target setting
	Employee Commitment to organizational goals




Management commitment towards fair performance appraisal

	Effective achievement of organizational targets in service delivery e.g passport, permit and Visa
	Better attainment of acceptable organizational goals
	Accurate results based on set standards of service delivery











